Franciele Alves dos
Santos, Mobile sales
associate at store
723, São Paulo (SP)
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Message from

“We consolidated
the integration
of our online and
physical store
operations, and
brought these
businesses even
closer together
by launching new
store formats.”

O

ne year of exceptional deliveries,
connected to the future of Via Varejo.
This is how we can describe the
breakthroughs promoted by our company
throughout 2017, and which are featured in this
edition of our Annual Report.
Our initiatives confirm our team’s great
performance capacity and speed. Amidst a
challenging economic scenario, we exceeded
market expectations with the positive financial
results we achieved – recovering our performance
both in sales and in profitability. We ended the
year with net income of BRL195 million.
We turned things around by consolidating the
integration of our online and in-store operations.
We brought these businesses even closer by
launching new store formats, with various sizes
and product lines, which already combine the
in-store environment to resources to access our
digital portfolio.
With our Omnichannel Retail strategy, we gained
a powerful competitive edge. We started using
technology to integrate the buying experience,
wherever our customers may be – in our stores
or websites – without boundaries between
channels. They can search, ask questions,
negotiate, buy, pick up or receive products
according to their convenience.
In 2017, we evolved in terms of strategic
planning and structure to reinvent the buying
and selling experience and to turn our business
into a single platform.
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Just as important as differentiating our operation
in a world without boundaries was the initiative
to make Diversity one of the relevant topics for
Via Varejo’s sustainability. We made progress
in terms of how we respect and value the
differences in all aspects of our operation. From
this perspective, we expanded the scope of our
people management, building up an increasingly
inclusive work environment.
Sharing our main achievements of 2017 is
extremely rewarding. We reached 2018 with
the certainty of what we want to achieve, and
this vision allowed us to make an important
change in the company’s senior management.
In February this year, I accepted an invitation to
take on the position of Chief Executive Officer of
Grupo Pão de Açúcar. Flávio Dias, who headed
the Executive Board of the Online business unit,
will assume the Presidency of Via Varejo, taking
on the mission to continue to consolidate the
company’s strategy.
I am very proud to have been a part of such a
special moment of this great organization. A
new Via Varejo is clearing the path to increasingly
achieving our dreams and the dreams of those
with whom we are involved, generating a
positive impact on the environment and on the
communities.
Peter Paul Estermann
CEO of Via Varejo

“We value the
differences in all
aspects of our
operation. Thus,
we expanded the
scope of our people
management, building
up an increasingly
inclusive work
environment.”
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About the

T

he Annual Report is a document
disclosed to Via Varejo’s stakeholders
that contains the main highlights of
the company’s performance and results
from January 1 to December 31, 2017.
The report follows the methodology for
economic, social and environmental indicators
used internationally by the Casino Group
(environmental indicators consider the
period from October 2016 to September
2017). This document was audited by KPMG
Financial Risk & Actuarial Services Ltda.
Every section contains an indication of
the related material topics defined in the
materiality matrix. It also shows a connection
between said topics and the United Nations
Sustainable Development Goals (SDG).
Financial and operational data are presented
according to the accounting practices adopted
in Brazil and to the International Financial
Reporting Standards – IFRS.
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Claudio dos
Santos de Assis at
the Distribution
Center, Duque de
Caxias (RJ)
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Via

FIGHT AGAINST
CORRUPTION

RISK
MANAGEMENT

Via Varejo S.A. is a leading retailer in the electronics
and furniture segment in Brazil, with a history that
began over 60 years ago, when the founders of Casas
Bahia and Pontofrio created the brands which today
are so dear to Brazilians.
In more than 900 physical stores, e-commerce and in the Marketplace,
the company sells more than 4,000 TVs per day and, in one year, the
number of cell phones sold exceeds the population of Portugal. It also
provides Full Commerce solutions for companies willing to use the main
strengths of Via Varejo to leverage their businesses.
The success of Via Varejo is marked by a journey that has always offered
consumers easy access to credit, causing a positive impact on the lives of
millions of Brazilians. Throughout the years, we have served more than
60 million customers.
They are the reason why the company spares no effort to provide
the best buying experience in Brazilian retail. Via Varejo’s 60 million
customers are at the heart of the company’s strategy and digital journey.
In 2017, with eyes on the future to innovate, Via Varejo strengthened its
omnichannel strategy by bringing together its e-commerce operations
and its chain of physical stores. This change started in 2016 with the
integration of the online company Cnova to its structure. Omnichannel
became even more efficient with logistics management, carried out by
VVLog, responsible for the largest distribution chain in Brazil.
Combined, these operations leveraged the company’s businesses and
results over the year.
The power of omnichannel leveraged Via Varejo’s potential and desire to
go further. In 2017, the company launched its ambition for the future:
the Vision 2020: to become the main buying and selling channel in Brazil
– the way customers want, like and need.
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Our

The Brazilian Securities
and Exchange Commission
(CVM) registers Globex,
owner of the Pontofrio
brand, as a publicly traded
company.

Opening of the first
Pontofrio store in Rio de
Janeiro (RJ).
The group expands to
Brasília (DF), Goiás and
Minas Gerais.

Casas Bahia arrives in
Minas Gerais.
Samuel Klein opens
his first store in São
Caetano do Sul (SP).

Globex acquires Casas
Buri. The chain of stores
expands to the state of
São Paulo and to the
Southern region of the
country.

Polish immigrant
Samuel Klein arrives
in Brazil, starting the
history of Casas Bahia.
Creation of Pontofrio
Foundation Alfredo João
Monteverde.
Romanian immigrant
Alfredo João Monteverde
establishes Globex,
starting the history of
Pontofrio.
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Samuel Klein opens his
second store, called
Casas Bahia.

In Minas Gerais,
22 stores of the Kit
Eletro chain are
acquired by Globex.

Casas Bahia expands
its stores to Rio de
Janeiro, Mato Grosso
do Sul, Paraná and
Santa Catarina.

Pontofrio opens two new
distribution centers, in São Paulo
and Rio Grande do Sul.

J.H. Santos group, from
Southern Brazil, is
acquired by Globex.

Pontofrio changes its
product portfolio, including
computer equipment and
cell phones.
The website pontofrio.com is
launched by Globex, which in the
same year makes its first initial
public offering.
Opening of the Distribution Center
in Jundiaí (SP), which was the
largest in Latin America at the
time, and the second largest
in the world.

Casas Bahia celebrates
its 50th anniversary.

Through a public auction,
Globex acquires 81 stores of the
Disapel chain in Southern Brazil.
Pontofrio opens a Mega Store in
São Paulo (SP).
Casas Bahia expands its
chain to Goiás and the
Federal District.
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Our

Pontofrio.com S.A. is established
by merging the telesales and
e-commerce operations.
Casas Bahia opens a store in
the community of Paraisópolis,
in São Paulo (SP).

Pontofrio expands its
operations in São Paulo
and opens a Mega Store in Rio
de Janeiro.
First edition of Super Casas
Bahia in São Paulo.
Casas Bahia reaches the
mark of 23 million customers
and starts operations of its
Technology Center.

Beginning of the operations
of the CB Contact Center,
the new call center focused
on customer relations.

Casas Bahia finances a
part of its credit portfolio.
The United Nations
highlights the company as
an example for its work for
social equality.
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Grupo Pão de Açúcar (GPA) acquires
Globex, owner of Pontofrio.
Casas Bahia announces its
association with Pontofrio and
expansion into the Northeastern
region. Four stores open
simultaneously in Salvador (BA).

Globex becomes responsible for
the brands Casas Bahia and Pontofrio
and obtains majority interest in
the e-commerce company NovaPontocom
(Extra, Pontofrio and Casas
Bahia websites).

Via Varejo announces
integration of
Cnova Brazil into its
operations.

Beginning of the integration of the
operational and commercial management
of Casas Bahia and Pontofrio.
Distribution Center opens
in Camaçari (BA).

Globex changes its name to
Via Varejo, name chosen by
its employees.

Nova Pontocom joins
Cdiscount giving origin to
Cnova, a global e-commerce
player, with Via Varejo
among its shareholders.

Casas Bahia reaches the
Northern region, opening a
store in Tocantins.

Development of Via Varejo’s Strategic
Plan, which outlined the company’s
Vision 2020: to become the main buying
and selling channel in Brazil – the way
customers want, like and need.
Merger between Casas Bahia and Pontofrio is
approved by CADE (Administrative Council for
Economic Defense).

The New Organizational Culture
is launched based on the behaviors
valued by Via Varejo in its companies
and results.

The company assumes controlling interest of
Móveis Bartira. Furniture produced by the
company is sold exclusively in the Casas Bahia
and Pontofrio stores.
GPA acquires interest in Nova Pontocom
and assumes controlling interest of the
new online business.
Second public offering of
Via Varejo’s shares.
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OUR OPERATIONS

Casas Bahia achieved a prominent position in retail,
ending 2017 with 757 stores across 20 states and the
Federal District. Throughout its more than 60 years on
the market, it has been fulfilling its mission of making
consumers’ dreams come true, facilitating access to
credit to purchase home appliances, electronics, and
furniture.

Pontofrio associated its brand with technological
innovations, which are now a reference in its product
portfolio. With almost 70 years in operation, in the end
of 2017 the brand had 222 stores in nine Brazilian states
and in the Federal District.

Via Varejo Furniture
The Via Varejo Manufacturing Plant is the largest
manufacturer of furniture in Brazil and one of the
leaders in Latin America. Its operation is currently
based on selling furniture exclusively to Casas Bahia and
Pontofrio stores, producing more than 3 million items
per year under the Bartira brand.

Via Varejo’s logistics operator was created in 2016 to
enable synergy of cargo of the company’s online and
offline businesses. It coordinates company-owned and
outsourced fleets, which integrate all deliveries and
operations between the distribution centers. With more
than 560 vehicles, it makes more than 1 million deliveries
and 6,000 store replenishment operations per month.
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BUSINESS UNITS
In 2017, Via Varejo strengthened the synergy between the three Business
Units that form the structure of its commercial operations:
Physical stores: operation of Casas Bahia and Pontofrio chains and
sales of products and financial services to consumers;
Online stores: e-commerce operations (sales via the websites
CasasBahia.com, Pontofrio.com, and Extra.com.br), coordination of the
marketplace operation (digital platform to sell products and services from
third parties), participation of partners on the websites of Via Varejo’s
brands and development of e-commerce solutions for the market;
Furniture: production of Via Varejo Manufacturing Plant, with exclusive
sales of products through the Casas Bahia and Pontofrio chains and
websites.

OUR LOCATIONS
Via Varejo has the largest retail
distribution network in Brazil:

979 stores
In 20
STATES AND IN THE
FEDERAL DISTRICT

26 Distribution Centers
AND WAREHOUSES

222
757
Ponto Frio stores
Casas Bahia stores
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GOVERNANCE
Via Varejo is controlled by GPA, which holds 43.3% of its ownership interest.
GPA, in turn, is controlled by Grupo Casino (22.8% ownership interest).

CORPORATE STRUCTURE

Via Varejo’s shareholding structure, updated on February 21, 2018, is:

KLEIN FAMILY

MINORITY
SHAREHOLDERS*

62.5% ON
23.5% PN

16.6% ON
34.3% PN

20.9% ON
42.2% PN

43.3%

25.3%

31.4%

100%

Cnova Brasil

* Free-floating shares.
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100%

Via Varejo Furniture Plant

ON: common shares
PN: preferred shares

MEMBERS OF THE BOARD OF DIRECTORS
Ronaldo Iabrudi

Líbano Miranda Barroso

Chairman

Board Member

Arnaud Daniel Charles Walter
Joachim Strasser

Michael Klein

Vice Chairman

Board Member

Alberto Ribeiro Guth

Renato Carvalho do
Nascimento

Independent Board Member

Independent Board Member

Christophe Jose Hidalgo

Roberto Fulcherberguer

Board Member

Board Member

Hervé Daudin
Board Member

MEMBERS OF THE EXECUTIVE BOARD
Peter Paul Lorenço Estermann*
Chief Executive Officer

Felipe Negrão
Director of Finance and Investor Relations

BOARDS AND
DEPARTMENTS
The company has three main bodies in
its governance structure, under to the
General Shareholders’ Meeting.

BOARD OF DIRECTORS

Responsible for establishing the
strategy and guidelines of the
company’s operation. Advised by
three Statutory Committees: Expansion
Committee, Finance Committee, and
Human Resources and Remuneration
Committee.

EXECUTIVE BOARD

Responsible for implementing the
management strategies and guidelines,
operating processes and practices
of Via Varejo, as provided for in the
company’s by-laws.

FISCAL COUNCIL

Flávio Dias Fonseca da Silva**
Director of the Online Business Unit

A corporate body independent
from the company administration.
It is responsible for overseeing the
activities of the administration and
validating Via Varejo’s financial
statements.

Marcelo Lopes
Director of Supply Chain and Logistics

Luiz Henrique Andrade Vendramini
Sales Director

Paulo Adriano Rômulo Naliato***
Director of Operations

* Peter Paul Lourenço Estermann becomes CEO of GPA and Chairman of the
Board of Directors in the beginning of 2018.
** Flávio Dias becomes CEO of Via Varejo in the beginning of 2018.
*** Paulo Naliato becomes Via Varejo’s Director of Sales and Businesses in the
beginning of 2018.

MEMBERS OF THE FISCAL COUNCIL
Vanessa Claro Lopes

Tânia Regina Sordi Relvas

Joanilia Neide de Sales Cia

President

Council Member

Alternate Council Member

Carla Alessandra Trematore

Bruno Meirelles Salotti

Rafael Reali Esposito

Council Member

Alternate Council Member

Alternate Council Member

Fernando Dal-Ri Murcia

João Domiraci Paccez

Council Member

Alternate Council Member

Marcel Cecchi Vieira

Guillermo Oscar Braunbeck

Council Member

Alternate Council Member
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Regis Porto Dutra,
sales associate
at store 249,
Pelotas (RS)

BY-LAWS, CODES AND POLICIES
In 2017, Via Varejo formalized its Corporate Environmental Policy. The preparation of this document reflects
the company’s commitment to constantly reviewing and improving the codes, policies, terms and internal
regulations related to its activity, in order to ensure compliance with the guidelines established and with
best corporate governance practices.

POLICIES AND BY-LAWS

TERMS, INTERNAL REGULATIONS AND CODE OF CONDUCT

Corporate Environmental Policy

General Terms and Conditions for Product Supply

Disclosure Policy

Code of Ethical Conduct

By-laws

Internal Regulations of the Board of Directors

Anti-corruption Policy
Stakeholder Transaction Policy
Negotiation Policy
Shareholders’ Agreement

Internal Regulations of the Expansion Committee
Internal Regulations of the Human Resources Committee
Internal Regulations of the Finance Committee
Internal Regulations of the Fiscal Council

Via Varejo’s documents can be viewed on and downloaded from the Investor Relations website: www.ri.viavarejo.com.br.

18 |

ETHICS AND COMPLIANCE
From guidelines to practices, compliance also gained prominence in Via Varejo’s processes. The actions
promoted include expansion of the Compliance structure and continuity of the initiatives and training
aimed at sharing with the team the Code of Ethical Conduct and Policies.
To support the dissemination and enforcement of these references among employees in the daily
operations and businesses, leaders receive a set of materials regarding the Compliance Program, which
cover the following topics:
Anti-corruption Law;
Via Varejo’s Ombudsman’s Channel;
Policy on receiving gifts, presents, trips, and entertainment;
Policy on donations, contributions, and sponsorships (no donations to politicians or election
campaigns are allowed);
Policy on avoiding or solving conflicts of interest;
Procedures for relationships and agreements with public officials and for compliance with
inspections;
Procedure for analysis of third-party risks, especially services providers.

OUR COMMITMENTS
Ethics, corporate responsibility and sustainable development of businesses and operations are based
on GPA’s guidelines, shared by Via Varejo. The practices adopted by the company are in line with pacts
and commitments that validate the adoption of best practices for market evolution.
Global Compact – www.unglobalcompact.org/
Instituto Ethos – www3.ethos.org.br
Women’s 360 Movement – www.movimentomulher360.com.br
National Pact for Eradication of Slave Labor – www.inpacto.org.br/en/
Corporate Commitment on Recycling (Cempre) – www.cempre.org.br/
Corporate Network for Social Inclusion – www.redeempresarialdeinclusao.com.br/
Corporate Coalition for Race and Gender Equality – www.equidade.org.br/
Companies and LGBT Rights Forum – www.forumempresaslgbt.com/
Women’s Empowerment Principles (WEPs) – www.unwomen.org/en
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STRATEGY
For Via Varejo, the materialization of its Vision 2020 – to become the main buying and selling channel in Brazil
– combines the reach of its physical stores with a digital platform. The company wishes to leverage businesses
and to maintain its position as a leader in the industry, while maintaining sustainability as one of the drivers of its
operations.
Driven by this perspective, the company laid out two core processes to leverage its evolutionary journey for the
coming years:
Development of its Strategic Plan, which will allow for the achievement of the Vision 2020;
Definition of the first Materiality Matrix, which demonstrated the topics of greater relevance or impact for
its sustainability strategy.

STRATEGIC PLAN AND
VISION 2020

The Strategic Plan reflects the
initiatives and projects that will be
implemented in the coming years
to materialize Via Varejo’s Vision
2020. By structuring this movement,
Via Varejo took a step towards an
ambitious future: breaking the
current paradigms driven by a value
proposition of unprecedented scale
in the Brazilian retail segment.
Building Vision 2020 also took
into account adjustments to the
Organizational Culture (read more
in the People section), and three
strategic focal points that enabled
all future decisions of the company
by 2020.

VISION 2020
We will be the main buying and selling channel in the country, the way the customers want, like and need.
STRATEGIC GOALS THAT WILL GUIDE THE COMPANY’S DECISIONS AND PROJECTS

1

2
Rethinking
the buying
experience
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3
Creating business
opportunities
throughout Brazil

Radically
changing access
to services

In practice, Vision 2020 implies revolutionizing Via Varejo’s Business Model:

VIA VAREJO WILL HAVE A HYBRID BUSINESS MODEL:
LINEAR MODEL: OMNICHANNEL
RETAIL OPERATIONS WITH THE
POWER OF CASAS BAHIA AND
PONTOFRIO BRANDS

LOGISTICS
SOLUTIONS

↔

PLATFORM MODEL: OMNICHANNEL
MARKETPLACE THAT WILL CONNECT PEOPLE
WHO WANT TO BUY AND COMPANIES WHO
WISH TO SELL THEIR PRODUCTS AND SERVICES

MARKETING

POST SALES

PEOPLE
WHO WANT
TO BUY

COMPANIES
THAT WANT
TO SELL

R

PAYMENT
SOLUTIONS

CREDIT

Translated into a map, the Strategic Plan considers the structural
projects initiated in 2017 and that will consolidate the foundation
to streamline the innovation fronts carried out in tandem with Via
Varejo’s current operations.
This design was inspired by the meetings Transforma Via Varejo,
which mobilized the Executive Board to define the Strategic Vision
and the adjustments to the Organizational Culture that would
write the company’s new chapter of success.
Subsequently, the Executive Board and 60 leaders of Via Varejo’s
second-tier management engaged in breaking down the Vision
into a Strategic Plan, thinking of how the main strengths of the
company would serve as the grounds to design the much-desired
journey to 2020. A plan was structured by areas and teams.
In this phase, processes and goals were established to materialize
the strategy into a work that started to be implemented across the
company in 2017.

VIA VAREJO’S
STRENGTHS
● Over 50,000 employees with
great capacity to perform
● Over 60 million customers visit
Via Varejo’s brand channels – the
largest customer base in Brazil
● The largest chain of stores in
Brazil
● Access to credit and means of
payment like no other company
in Brazil
● Scale and bargaining power with
suppliers
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MATERIALITY MATRIX
In order to move forward with the sustainability strategy for its businesses and operations, Via Varejo
invested in evolving the Sustainability governance by defining its Materiality Matrix in 2017. The most
relevant environmental, social and economic topics for the company were identified, as well as its
stakeholders, which must be fully integrated to the strategy outlined.
Prepared in a participatory manner, the Materiality Matrix combined perceptions from within and
outside Via Varejo. The interviews conducted with seven senior executives resulted in the internal vision.
The online survey carried out with 550 people listened to representatives of employees and other
stakeholders: clients/consumers, surrounding communities, suppliers, investors, marketplace store
owners and NGOs/civil society/academia.
Based on the result of these surveys, conducted between July and October 2017, eight material and
three cross-sectional topics were defined as important for the evolution of all topics.

LOCAL DEVELOPMENT

SOLID WASTE

Cross-sectional topics
DIVERSITY AND
INCLUSION

FIGHT AGAINST
CORRUPTION

ECO-EFFICIENCY
IN LOGISTICS

RISK MANAGEMENT
COMMUNICATION
CHANNELS AND
TRANSPARENCY

SOCIAL
CONSUMPTION

VALUE CHAIN
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EMPLOYEE
DEVELOPMENT

ENERGY
CONSUMPTION

MATERIAL TOPICS, COMMITMENTS RELATED TO THESE TOPICS AND
APPLIED TO BUSINESS MANAGEMENT
Material topic

Commitment

Solid waste

Environmental, social and financially sustainable
initiatives that seek to continuously reduce waste
generation.

Eco-efficiency
in logistics

Quality and speed in delivery, reducing costs and
environmental impacts through logistics integration
and efficient management of the fleet and
distribution centers.

Energy
consumption

Incentive to the use of sustainable energy sources
through actions aimed at reducing consumption
and costs and at promoting energy efficiency in the
company’s operations.

Employee
development

Promotion of an environment that values the
business and people development through training
of employees, development of skills and career
management.

Value chain

Risk management and assurance of traceability in
the value chain, and incentive to best social and
environmental practices.

Social
consumption

Incentive to conscious consumption, promoting
financial literacy and access to contents and products
which promote a more pleasant and sustainable life.

Diversity and
inclusion

Pursuit for inclusion, offering jobs and development
for everyone, without distinction, and promotion of
diversity through equal opportunities in the work
environment and fighting all kinds of discrimination.

Local development

Work in the surrounding communities, with private
social investment, volunteering programs and
creation of jobs and income, reducing inequalities
and strengthening relationships.

CROSS-SECTIONAL TOPICS
Topic

Commitment

Fight against
corruption

Safeguarding ethics and governance in the company's
processes, complying with the anti-corruption law
by fighting illegal practices such as extortion, bribes
and fraudulent negotiations inside and outside the
company.

Risk management

Continuous evolution of the processes, in order to
best identify, assess and mitigate the main risks that
could prevent Via Varejo from achieving its business
goals.

Communication
channels and
transparency

Creation of communication channels as spaces
of trust between the company and its various
stakeholders (clients, employees and society) through
transparent and effective suggestions and grievance
mechanisms, such as ombudsman offices and
customer service.
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These material topics were related to the Sustainable Development Goals (SDGs) of the United
Nations, as presented in the table below. The Goals were established in 2015 as part of the
Agenda 2030 for Sustainable Development, which proposes a global action coordinated between
governments, companies, universities and civil society to eradicate poverty and promote decent
life to everyone. Read more about the SDGs on https://www.un.org/sustainabledevelopment/
sustainable-development-goals/.

MATERIAL TOPIC

Solid waste

Efficiency in logistics

Energy consumption

Employee
development

Value chain

Social consumption

Diversity and inclusion

Local development

Fight against corruption

Risk management

Communication channels
and transparency
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SUSTAINABLE DEVELOPMENT GOALS

Matheus Lustosa,
technical assistant
at store 723, São
Paulo (SP)

MANAGEMENT
Based on the ongoing transformations in its businesses, Via Varejo
strengthened actions that optimized its management processes. The
practices implemented improved the controls and efficiency of the
operations.

RISK MATRIX

The review of the Risk Matrix was one of the processes to adjust the scope
and range of corporate risks to the changes and evolution of the operation
of Via Varejo. Mapping – which was jointly prepared by the various areas –
considered the potential risks related to the company structure at the time,
with three Business Units.
For the prioritized risks, action plans were structured to mitigate the
likelihood of occurrence. Most of the initiatives were implemented up to
the end of 2017, within the schedules agreed upon, and some are still in
progress in 2018, as planned.

LOSS PREVENTION

After reviewing the risk matrix, Via Varejo intensified the actions geared
toward protecting its operations, focused on reducing losses. The efforts
yielded positive results, consolidated throughout the year:
THEFTS AND ROBBERIES
A set of actions reduced by 44% these types of losses in 2017 compared
with 2016. Gains obtained stem from the investment of BRL13.7 million
in safety of the operations. Physical and electronic protection systems,
combined with actions to improve the operating management and
intelligence contributed to prevention, in light of the increase in the urban
crime rate and aggravation of the economic recession in Brazil.
TRANSPORT RISK MANAGEMENT PLAN (TRM)
Focus on containing the effects of the urban crime rate in Via Varejo’s
operations confirmed, in 2017, the success of the improvements
implemented after redesigning the Transport Risk Management (TRM):
zero cargo theft and fatal incidents among operational teams;
99.97% protection of approximately 19,000 trips to supply stores with
company-owned fleet, with expansion and modernization of the active
and remote monitoring center;

REVIEW OF THE
INTEGRATED RISK
MATRIX OF VIA VAREJO’S
BUSINESSES IN 2017

102

risks mapped,

INCLUDING FINANCIAL,
OPERATIONAL,
STRATEGIC AND
REGULATORY RISKS

20

risks prioritized

FOR TRACKING DURING
THE YEAR

284

action plans

IMPLEMENTED TO
MITIGATE IMPACTS

Double escort in operations of company-owned fleet in the State of
Rio de Janeiro for deliveries and to supply stores.
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Carlos Bispo,
sales associate
at store 1531,
Salvador (BA)

LOSS PREVENTION IN PHYSICAL STORES
In order to prevent robbery and theft of products and
to increase safety of employees and customers, the
chain of physical stores had its processes optimized:
Implementation of the Mobile project in 547
stores of Casas Bahia and Pontofrio. The devices
are individually attached by cables, enabling
handling of all models;

INBRASC AWARD 2017 – FEBRACORP LIVE
UNIVERSITY
Marcelo Lopes, Director of Infrastructure & Supply
Chain at Via Varejo, was the winner in the Commerce
and Retail category, recognizing the leaders in the
Supply Chain, Logistics and Procurement market.

Installation of safety lockers for High Risk
Products;

CONAREC AWARD – STANDARD INTELLIGENCE
CENTER (CENTRO DE INTELIGÊNCIA PADRÃO - CIP)
Via Varejo, together with Atento, won the award
in the Retail – Appliances and Furniture category
of the study Panorama Brasileiro do Setor de
Relacionamento com Clientes (Brazilian Overview
of the Customer Relationship Sector), which
highlights the companies that best interact with
their audiences.

Reversal of 28% of operating and inventory losses
through improvements in management and
control of inventory. The gains also reflected on
the product recovery indicators, with effective
actions to repair manufacturing defects of items
returned by customers.

TOP OF MIND 2017 – FOLHA DE S.PAULO
For the 12th consecutive time, Casas Bahia has
won the top of mind award in the “Furniture and
Appliance Store” category. For the seventh time,
the chain also had the best performance in the
Southeastern Region of the Country.

Installation of closed circuit TV, with cameras in
100% of the stores;
Installation of alarms and fog that can be
activated remotely and by motion sensors;

INFORMATION SECURITY
Actions related to information security included
investments in technological solutions to increase
data protection for Via Varejo and its customers
and streamline tracking and neutralization of online
frauds for the company.
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RECOGNITION

INVESTORS RELATIONS (IR)

Via Varejo became even closer to investors in 2017, promoting actions to achieve a less remote and more
frequent relationship. This stance was marked by greater participation of the company’s executives in
institutional events.
The interaction between senior management, shareholders and financial market experts has contributed to
increasing the knowledge on the recovery of Via Varejo’s financial results in 2017 and to understanding the
transformations that leveraged the businesses after the integration of Cnova and the announcement by
GPA of the intention to sell the company at the end of 2016. The main IR actions were:

Two public meetings aimed at different
shareholder profiles, with the purpose
of strengthening relations and increasing
the level of transparency. One was the
meeting of the Associação dos Analistas e
Profissionais de Investimento do Mercado
de Capitais (Apimec), aimed at individual
investors; the other event was Via Varejo
Day, which gathered institutional investors;
Participation in international conferences, in
the United States and Europe.
Paulo Naliato,
Director of
Sales and
Businesses

Via Varejo’s
Presidency
and Executive
Board
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Thais Franciele,
sales associate
at store 1040,
Marília (SP)

Via Varejo

SOCIAL
CONSUMPTION

VALUE
CHAIN

COMMUNICATION CHANNELS
AND TRANSPARENCY

In 2017, Via Varejo took on the
challenge to provide customers
with the best buying experience
in order to become the company
of choice for consumers.
Inspired by its Vision 2020, the company has achieved significant changes in order to
lead the future of the industry.
The advances in the omnichannel strategy were the main highlights of the year, driven
by the increasingly greater alignment between online and in-store operations.
Having the technology as an ally to innovate, the company optimized its commercial
operation, improving customer experience in all channels. Technological resources
accounted for BRL 154 million of the total amount invested by the company in the
previous year:
INTEGRATION of the sales systems of online operations and physical stores that
will integrate information and operations; this project started in 2017 and will be
completed in mid-2018;
MAPPING consumer journey from an omnichannel standpoint;
USING INFORMATION INTELLIGENCE to make decisions and develop more
assertive strategies, based on data analysis;
IMPLEMENTATION of a pricing process to optimize the prices in company channels,
in order to support the sales strategies, margins and competitiveness. For 2018, the
plan considers adding the payment plan strategy to the pricing model.
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VIA ÚNICA
In 2017, Via Varejo began to build Via Única, a platform that
will integrate the large database resulting from its operations.
Sized to process large volumes of information, this system will
apply business intelligence to extract value from every final
transaction carried out with the company – from pre-service
to post-sales. In practice, this will enable commercial teams
to develop and conduct customer relationship strategies that
are even more tailored to their profile. This will contribute
to optimizing marketing investments through customized
campaigns. The platform will be operational in mid-2018.

PHYSICAL STORES
The main changes occurred in physical
stores were technological modernization
and expansion of the chain with the
adoption of new store formats. Recovery
of sales performance and strengthening of
management practices were also some of
the highlights.

IMPROVED MANAGEMENT

Behind the achievements of the physical
store operations is the evolution in quality of
management practices, which was based on
Via Varejo’s Operating Model of Excellence
(Modelo Operacional Via Varejo de Excelência
– MOVVE). Created in 2016 with the purpose
of replicating to the stores the best practices
conducted by the company, the model
contributed to improving store management,
staff development and training of successors.
In order to increase engagement with this
new way of doing business, Via Varejo
has developed some initiatives targeting
employees working at the stores. One is
the concept Win-Win-Win, which proposes
attitudes to generate good results for
customers (to serve well and always offer
the best experience), for employees
(optimizing sales performance) and for the
company (increasing profitability).
In 2017, Via Varejo began testing a pilot
project for a new sales commissioning
model for physical stores, inspired in
the omnichannel strategy. The company
developed a system that tracks customer
interactions with company channels,
allowing for remuneration of employees
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for their participation in sales, even in those
cases when the customer was served in the
physical store but ended up buying through
the website.

NEW STORE FORMATS

Via Varejo is aligning its expansion and
adjustment of the chain of stores with the
diversity of customers and regions in Brazil,
effectively increasing reach and scope of its
physical presence.
SMART STORES
Between November 2017 and January 2018,
Via Varejo opened the first nine Smart stores
in the states of São Paulo, Rio Grande do
Sul, Santa Catarina, Goiás, Pernambuco,
and Ceará. The company expects to open
91 new stores following this model in 2018.
These are more compact points of sale, 25%
smaller in size if compared with traditional
stores, focused on the integration between
the physical and digital environments. In
this omnichannel experience, customers can
touch the totem screen to view the catalog of
products that are not displayed in the store
and purchase these items online. With the
Smart concept applied to the brands Casas
Bahia and Pontofrio, the company intends to
expand the chain to regions where it is still
not present.

PREMIUM STORES
With a department fully dedicated to the segment, the
Premium concept adjusts the existing stores, providing
a differentiated approach of store ambience, service
and product mix aimed at class A and B audiences.
The process started in 2017 with the renovation of
36 stores, and subsequently incorporated another 15
stores, totaling 51 by the end of the year. Via Varejo’s
plan is to reach 100 stores in 2018 – some of them will
be upgraded to the new model, and others will open in
new points of sale in locations with potential to operate
in the segment.
DIGITAL STORES
This new concept was developed in 2017 and its first store
opened in January 2018, at the Vila Olímpia Mall, in São
Paulo. Smaller in size, the store offers an innovative buying
experience to customers, online and offline. The products

on display share the space with interactive screens, which
work as digital catalogs, where it is possible to check
prices, photos, description, technical specifications and
availability of the items in the inventory. The store also has
an Experience Space, which works as a living environment
to promote commercial and innovative actions with
partners and suppliers.
DIGITAL KIOSKS
The concept was designed in 2017 as an option for
extremely compact point of sales, to be installed in
circulation areas of shopping malls, inside supermarkets
and large commercial establishments. The kiosks use
technological resources, such as digital panels for online
search and purchase of the entire product portfolio.
Implementation started as a pilot project in 2018, in one
unit, to test the customers’ reactions and the possibility
of taking Via Varejo’s brands to smaller markets.

PHYSICAL STORES IN NUMBERS

11.6%

14.8%

81%

757

222

30,000

1.8
million
in financial services

11.6%

12.6%

WAS THE INCREASE OF
THE OPERATION IN SAME
STORE SALES* COMPARED
WITH 2016

STORES UNDER THE
CASAS BAHIA BRAND

BRL

SOLD TO CUSTOMERS (INSURANCE
+ EXTENDED WARRANTY)

GROWTH IN SAME STORE SALES*
IN THE 4TH QUARTER OF
2017 ALONE, COMPARED WITH
THE SAME PERIOD OF 2016

STORES INTEGRATE THE
PONTOFRIO CHAIN

PARTICIPATION OF COMPANY
CREDIT IN SALES IN PHYSICAL
STORES IN THE 4TH QUARTER
OF 2017

IS THE SHARE OF
THE OPERATION IN
VIA VAREJO’S RESULTS
IN 2017

EMPLOYEES WORK
IN THE OPERATION

IS THE PARTICIPATION OF
COMPANY CO-BRANDED
CREDIT CARDS

* Same Store Sales – Indicator for sales recorded over the previous 12 months of operation. The report of these numbers does not consider the
results for stores opened throughout the period with less than 12 months of operation.
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COMPETITIVE ADVANTAGE OF INTEGRATING
DIGITAL AND PHYSICAL BUSINESSES:

+
Higor Almeida
da Rocha, Young
Apprentice of Logistics
at DC 1401, Duque
de Caxias (RJ)

STRENGTH OF
THE BRANDS

ONLINE BUSINESSES
The recovery shown by the online business unit was an
important step to advance Via Varejo’s omnichannel
strategy. Processes were reviewed to maximize the value
of competitive differentiator from the integration of the
company’s physical and digital businesses: the strength
of its brands, large-scale purchase capacity and the wide
reach of its chain.
The successful combination of these advantages with the
technological solutions reinforced the customer focus,
providing greater convenience and better buying experience
– whether at the store, online or mobile devices. Among
other results, this is corroborated by the massive adherence
to Retira Rápido, service that allows customers to pick up at
physical stores the products purchased online. This mode
already accounts for 27% of online purchases (read more in
the highlights on the side).
The efforts that reversed the negative performance
of Cnova at the time of its integration by Via Varejo, at
the end of 2016, were also dedicated to expanding the
online operation. These initiatives advance the company’s
strategic vision of establishing itself as a platform capable
of connecting consumers with all brands and suppliers
operating in its e-commerce environment, known as sellers,
and of increasing the product portfolio offered through
multiple partners and businesses.
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LARGE SCALE
PURCHASING
CAPACITY

WIDE REACH OF
THE CHAIN

IMPROVEMENT OF THE MARKETPLACE

The creation of a Marketplace department in the Online
Business Unit reaffirmed the strategy of providing
customers with a variety of purchase opportunities. In
2017, Via Varejo increased the Marketplace services
offered to the market. However, throughout the year, the
company adopted a more rigorous control methodology
to prioritize, in the e-commerce environment, only
companies with similar customer service standards. As a
result of this assessment, there has been a decrease in
the number of partners. For 2018, the goal is to balance
this process by attracting more brands and products,
while maintaining quality.

BARATEIRO.COM

Managed by Via Varejo, the website gained strength
in 2017 and consolidated as the first Marketplace for
remanufactured inventory products in Brazil – new items
that were repaired under the original seal from the
factory – offering significant price discounts. The volume
of items increased as a result of two initiatives. The
first is associated with the increase in the recovery rate
of products in the company’s inventory (read more in
Environmental Management). The second is associated
with the channel’s efficiency and credibility, which
allowed for expanding this operation so that Marketplace
partners could also sell their remanufactured items
through the website, since they currently account for
15% of sales of Barateiro.com.

E-COMMERCE: FULL SOLUTION OR IN
MODULES

In 2017, Via Varejo intensified the introduction of its
package of services for e-commerce. The solution
caters to companies of various sizes, according to
the need of each partner. It is possible to hire the full
infrastructure, called Full Commerce, and specific
process modules – ranging from sales and digital
marketing services system to payment methods,
inventory and logistics. Currently, Nike, HP and Fuji
already use Via Varejo’s full solution in their online
direct sales operations to their consumers.

ARTIFICIAL INTELLIGENCE

In 2017, we initiated the pilot project to introduce
artificial intelligence to improve the buying
experience and online service. Pontofrio’s website
adopted Watson, IBM’s cognitive computing
platform, using chat bots (automated programs
that can talk to people) to recommend products
to customers browsing the smart phones section.
As consumers answer about the features and
functionalities they are looking for in a device,
the virtual assistant filters the information
and highlights the models that best suit their
preferences, showing the products and brands
available. Once the purchase is finalized, the virtual
assistant also conducts the post-sales process,
informing about every step of the order. After this
trial run, the company intends to increment the
interactive resources and expand the chat bot to
other product categories.

RETIRA RÁPIDO
The feature Retira Rápido (quick pick-up)
became an icon of the integration between
Via Varejo’s online and physical businesses,
as well as a competitive edge compared
with other online retailers that do not
operate in the physical environment.
By offering the option of purchasing through
Casas Bahia or Pontofrio websites and
picking up the product directly at the store,
this mode was a success among customers
and ended the year with 27% share in the
total online sales. The products that are
part of Retira Rápido are lightweight items,
weighing less than 30 kilos.
In addition to convenience and free
shipment, Retira Rápido generated
financial efficiency for the company, since it
associates inventory availability for in-store
pickup with deliveries already programmed
from the distribution centers to the unit.
This reduces the traffic of trucks.
Via Varejo added, in 2017, points external
to the area of coverage of Retira Rápido,
which is already available in 100% of
physical stores. The company is the
first to use smart lockers in gas stations
and expanded the implementation of
quick pick-up to 43 Post Office branches
in 11 States.
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VIA VAREJO BUSINESS PORTAL
In December 2017, Via Varejo launched the Via Varejo Business portal. Through this new space on the
Internet, the company provided more visibility to e-commerce solutions offered to its digital business
partners.
One of the goals of Via Varejo Business is to share information that will increase knowledge about
segmentation and customization of the services provided. Marketplace (digital platform to market products
and services); Ads (Via Varejo’s business unit intended to post media campaigns in its e-commerce portals);
Full Commerce (full management of online sales of products); Retira Rápido; B2B Solutions; Financial
Services; Repurchase; Payment Methods and Gift Lists. In addition to these contents, the portal will cover
trends and new features on the market.
Via Varejo Business is available through the following link: http://viavarejonegocios.com.br/

ONLINE IN NUMBERS

19%

IS THE SHARE OF ONLINE
SALES IN VIA VAREJO’S
TOTAL SALES IN 2017

7.1%

GROWTH IN OPERATIONS
COMPARED WITH 2016
(ONLINE REVENUE)

NEARLY

3,100

1.5million

11.4%

21.6%

RETAIL PARTNERS
INTEGRATE VIA VAREJO’S
MARKETPLACE

GROWTH OF GMV*
COMPARED WITH 2016

* GMV – Initials of Gross Merchandise Value, is the main indicator for e-commerce operations, used to
measure the volume of online transactions converted into Brazilian Reais (BRL) in a given period.
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MORE THAN

PRODUCTS CURRENTLY
OFFERED THROUGH
MARKETPLACE

WAS THE GROWTH OF
GMV* IN THE 4TH QUARTER
OF 2017 ALONE, COMPARED
WITH 10.4% RECORDED IN
THE SAME PERIOD OF 2016

BLACK FRIDAY
Black Friday 2017 symbolized
Via Varejo’s efforts to drive results
while providing customers with the
best buying experience – e-commerce
or in-store. The actions dedicated to
the 48-hour event, starting at 12:00 AM
of the last Friday of November, reflected
the preparation that began more than six
months before.

Anderson Moreira,
then store manager
of store 1000, São
Caetano do Sul (SP),
and actor Fabiano
Augusto

30% INCREASE OF THE IT
INFRASTRUCTURE

In March 2017, Via Varejo started
to develop a technological plan to
prepare for the large volume of online
transactions during Black Friday. The
company was the first in Brazil’s retail
sector to use multicloud (a server
that combines all company operations
available in the cloud into a single place)
to store information, with integrated
platforms to resize the infrastructure
according to demand, with no need for
new equipment.
Additionally, the IT infrastructure was
reinforced through high-density servers
and large-scale connectivity. In June, load
tests were already simulating a volume of
purchases per minute seven times higher
than the average daily volume, in order
to prevent system failures.

99.8% OF DELIVERIES ON TIME

The Logistics area also honored the
commitment assumed by Via Varejo
during Black Friday through Guaranteed
Delivery. The action, created to
compensate customers whose deliveries
were late with a credit equal to the
amount of the item purchased to be
used in a future purchase – came close
to 100% of deliveries on time.

PREPARING FOR BLACK FRIDAY:
MORE IT
INFRASTRUCTURE
LOGISTICS
PLAN
REINFORCEMENT OF
IN-STORE TEAMS

ENGAGED TEAMS

More than 250 employees from Via Varejo’s
corporate areas went to the stores in the
São Paulo Metropolitan Region to assist, as
volunteers, their colleagues in the Salesforce.
During Black Friday in 2017, they worked
in support activities, such as organization
of inventory and queues and in the credit
department. In the technology sector, to
provide support to the operation, the 48-hour
event mobilized 1,500 people, including
employees and services providers.
Via Varejo produced a video* to show the
efforts generated by Black Friday 2017.
* https://www.youtube.com/watch?v=3iQK6mZ1chk&feature=youtu.be
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FURNITURE
The year 2017 was a time of major changes and
repositioning for the furniture business – which
is currently 100% controlled by Via Varejo. In this
transformation, investments were made to modernize
the operation and to reposition the business, with a new
language and new products. One of the highlights was the
development of the customized furniture category, which
had the largest average ticket of the company in the year,
as well as 197% growth in the period.
Bartira is the main furniture brand, 100% produced by Via
Varejo’s Manufacturing Plant, sold exclusively by Casas
Bahia and Pontofrio stores. The brand accounts for 40% of
the furniture sold by the company – the other products in
the portfolio are purchased from other suppliers.

INVESTMENTS IN THE OPERATION

The painting line of Via Varejo’s Manufacturing Plant was
renovated and is considered one of the three producers
with the best equipment in the world. There was also an
improvement in the supply chain of the wood used in
the operation – 100% of this raw material comes from
controlled forest management, certified by FSC Brasil.

197%

WAS THE GROWTH OF THE CUSTOMIZED
FURNITURE CATEGORY IN 2017.
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VIRTUAL REALITY

Virtual reality is a resource available to be used in
physical stores: using projection goggles, customers can
simulate interior design, viewing the products chosen
from the portfolio. This tool allows customers to choose
colors, sizes and shapes.

FURNITURE FESTIVAL

In 2017, four Furniture Festivals were held – a major
campaign and promotion to sell customized and
standard furniture. Each festival was held for two weeks,
with the launch of six new products and investment in
advertisement on TV, radio and digital media. The result
was a significant increase in sales in the period.

7TH FURNITURE DESIGN AWARD

The action had the participation of more than 180
design students from 12 higher education institution
in São Paulo (SP). New in 2017 was that one of the
winners in the three categories of the award will have
his or her project produced and marketed by Via Varejo’s
Furniture Plant. In addition, the 18 shortlisted will
enter a selection process that will choose one or more
applicants to work for the company.
The winners of 2017 were Gabriel Arantes Lúcio, from
University São Judas Tadeu, in the Rethinking Bartira
Classics category; Lucas Reis, from Uninove, in the
Functional Kitchen category; and Andres Dare, from
Uninove, in the Ready to Go category.

FURNITURE IN NUMBERS

3.7billion

110,000 sqm 40%

140

1,650

BRL

IN FURNITURE SALES IN
ONLINE BUSINESSES AND
PHYSICAL STORES IN 2017

NEW PRODUCTS
LAUNCHED IN 2017

3.1 million

INVENTORY ITEMS
PRODUCED PER YEAR

OF BUILT-UP AREA
IN VIA VAREJO’S
MANUFACTURING PLANT

EMPLOYEES INTEGRATING
THE OPERATION

850 280,000
TRUCKS
LOADED
PER MONTH

ASSEMBLIES
PER MONTH

OF COMPANY-OWNED
PRODUCTION, 60% OF
PRODUCTS PURCHASED
FROM SUPPLIERS

20%

INCREASE IN SALES TEAM
IN THE FURNITURE BUSINESS
UNIT IN 2017

82%

OF FURNITURE
DELIVERED
WITHIN 6 DAYS
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LOGISTICS
Logistics reached the expected goals by integrating
the online and offline operations and consolidating
the omnichannel strategy. Gains exceeded the
BRL 245 million estimated with synergies between
the operations. This total was already considered in
the BRL 570 million expected with synergies after
the integration of Cnova, which also considered
BRL 325 million of gains from the elimination of the
duplicity in buffer stocks – which was completed
after the unification carried out in December 2016.
In addition to financial efficiency, improvements
were made to all links of the supply chain:

LOGISTICS IN NUMBERS
MORE THAN

1 million

DELIVERIES PER MONTH

7.5million

PRODUCTS TRANSPORTED
PER MONTH TO REPLENISH
THE STORES AND DCs

Unification of inventory management, generating
more balance in product availability, reducing
excess and stockout;
Optimization of cargo distribution in vehicles,
increasing efficiency in delivery routes;
Identification of opportunities to reduce logistics
costs in all processes, as well as improvement in
the level of service provided to customers;

3.7days

MINIHUBS

FULFILLMENT

Fulfillment, another operation whose tests started
in 2017, is a complete system that will enable
commercialization of logistics services for suppliers
and other companies and brands within the online
sales environment of Via Varejo’s Marketplace. The
purpose is to provide these services in modules,
thus meeting specific needs – whether in terms of
shipment, inventory management or delivery.

ITEMS OF FURNITURE
ASSEMBLED PER MONTH

98%

OF DELIVERIES
ON TIME

44%

IS THE AVERAGE DELIVERY
TIME FOR ONLINE SALES

REDUCTION
IN ONLINE
DELIVERY
COMPARED
WITH 2016

0.5 days

Improvements in the operation of distribution
centers, opening a new DC in Itajaí (SC), and
optimizing layouts in some of the units, increasing
storage capacity by more than 20%.
Logistics started a pilot project of MiniHubs, system
based on the adaptation of stores to also operate as
small distribution centers. In addition to providing
Retira Rápido (quick pick-up) service for online sales,
these stores will be the point where the lightweight
products will be delivered for customers living in the
proximity. This may significantly reduce the delivery
time already established, improving costs and service
quality. In 2018, a total of 70 stores are planned to be
transformed into MiniHubs.

421,000

340

COMPANYOWNED TRUCKS
INTEGRATING
THE OPERATION

8,000
1

REDUCTION IN AVERAGE
DELIVERY TIME THROUGHOUT
BRAZIL IN 2017

26

DISTRIBUTION
CENTERS AND
WAREHOUSES

EMPLOYEES IN THE
LOGISTICS TEAM

986,000 sqm
OF STORAGE AREA

IN EVERY 4 ORDERS PER MINUTE
SOLD ONLINE IS PICKED UP IN
PHYSICAL STORES
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Rubenildo dos
Santos, forklift
operator at
DC 1401, Duque
de Caxias (RJ)

FINANCIAL RESULTS
The year 2017 represented a time of advancements in business
and a turnaround of financial results. Via Varejo continuously
increased its sales in physical and online stores, as well as
its cost control, enabling improvements in the margins for
furniture, appliances and electronic equipment. The company
ended the year with net income of BRL 195 million, compared
with a loss of nearly BRL 95 million in 2016.

11.4%
GROWTH OF
ONLINE GMV**

ADJUSTED EBITDA
MARGIN OF

6.1%,

354 BPS ABOVE THE
PROFORMA MARGIN
FOR 2016

27%

SHARE OF RETIRA RÁPIDO
IN ONLINE SALES OF
ELIGIBLE PRODUCTS

NET CASH, INCLUDING
CREDIT CARD RECEIVABLES
OF BRL

4.5 billion,

11.6 %

GROWTH IN SAME STORE
SALES* (SSS) IN PHYSICAL
STORES

CONSOLIDATED
GROSS MARGIN OF

31.8%,

214 BPS ABOVE THE MARGIN
FOR 2016

29.6%
INCREASE IN NET
INCOME COMPARED
WITH 2016

WITH CASH GENERATION OF
BRL 677 MILLION IN THE LAST
12 MONTHS

* Same Store Sales – Indicator regarding sales in the prior 12 months of operation. This report does not take into account the results of stores opened in
the period and operating for less than 12 months.
** GMV – Initials of Gross Merchandise Value, is the main indicator for e-commerce operations, used to measure the volume of online transactions
converted into Brazilian Reais (BRL) in a given period of time.
For more information, visit Via Varejo’s Investors Relations website: http://ri.viavarejo.com.br.
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Francinete da Silva
Zappelli, Mobile
sales associate
at store 1305,
Copacabana (RJ)

Via Varejo

VALUE
CHAIN

DEVELOPMENT OF
EMPLOYEES

DIVERSITY AND
INCLUSION

Via Varejo has more than 50,000
employees, forming a team with
great capacity to perform.

This occurs in an environment where respect is a matter of principle.
Being an employee at Via Varejo is being a protagonist of the
changes that move the company. The company’s professionals are
passionate about serving and helping people, always seeking to do
the right thing, driven by the desire to learn, and who will not settle
until they find a way to do it better. These people find in Via Varejo
an environment where they have the autonomy to reinvent the
customer experience, to revolutionize access to services and create
new business opportunities.
In 2017, Via Varejo engaged and announced to all of its professionals
the Strategic Vision 2020: to become the main buying and selling
channel in Brazil – the way customers want, like and need. The most
important People Management activities of the year include:
ADJUSTMENTS IN ORGANIZATIONAL CULTURE to support the
new strategy;
CONTINUOUS IMPROVEMENT of the organizational climate;
STRATEGIC RELEVANCE given to people diversity;
DEVELOPMENT of employees and leaders;
STRENGTHENING of open dialogue and transparency in
communication.
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TEAM PROFILE
2016

2017

Total number of employees

49,836

53,101

Female employees

22,398

24,204

Male employees

27,438

28,897

45%

45.6%

Employees under 30 years
of age

15,002

16,733

Employees from 30 to 50 years
of age

28,892

29,958

Employees over 50 years of age

5,942

6,410

% of women

RENEWED
CULTURE
Via Varejo’s Organizational Culture
evolved in a way that contributed to
spreading the purpose that inspires
and mobilizes professionals to continue
to deliver great results to achieve the
Strategic Vision 2020.
Translated into attitudes, this evolution
defined the prioritized Behaviors and
the unquestionable Principles that guide
the way of working and achieving results
within Via Varejo.

Jarlisson Cerdeira,
Marketing analyst
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The starting point for the work toward
Culture was the training for the Executive
Board, an activity that subsequently
involved more than 60 leaders of Via
Varejo. Throughout this process, this
training was intended to define the
internal references that give the company
its identity and that translate the value of
its essence, in order to involve them in the
development of the Strategic Planning.

DIVERSITY AND INCLUSIVE ENVIRONMENTS
The relevance that Via Varejo gives to Diversity
represents a differentiator in the way the company
chose to advance in the incorporation of this topic into
its operation: to value in its teams the diverse potential
of Brazil, also represented by the various profiles of
customers and communities where it operates across
the country.
In order for this work to evolve, in line with the
implementation of its strategy, Via Varejo currently
monitors the inclusion indicators of People with
Disabilities (PwDs), apprentices and women in
leadership positions, such as managers and directors. In
2018, the company will work to measure other indices
in order to increase governance of this topic and obtain
tangible advances.
The purpose is to turn Diversity into an important driver
of Via Varejo’s people management, in line with the
objectives set forth in the Materiality Matrix.

To evolve this process across the company, respect
to differences represents the starting point to value
diversity, and encouragement to maintain a dialogue
and permanent debate on this topic must be an ongoing
practice to ensure a more inclusive environment. In
2017, Via Varejo defined the priority stakeholders in
terms of diversity:
Race and ethnicity;
People with disabilities;
Sexual orientation: lesbians, gays, bisexuals,
transsexuals and intersexual (LGBTI);
Gender (men | women).
In order to share information to promote reflection
and involve leaders and employees in strengthening
an increasingly diverse and inclusive organizational
environment, Via Varejo initiated a broad agenda of
activities in September 2017:
Launch of Via Varejo’s Diversity Journey;

PRIORITIZED BEHAVIORS
1. Constantly analyze customer and find
ways to provide seamless experiences.
2. Question and make decisions as if the
company was mine.
3. Simplify everything that is complicated.
4. Never settle for things that could be
done better, question and look for
solutions.

Dialogues on diversity, respect and unconscious
biases;
Dialogues on racial equality;
Census and study on Diversity, with questions asked
to employees in order to collect their perceptions on
how the company has included the topic of diversity
into its practices and to map the opportunities that
will expand inclusion.

5. Be agile.
6. Do it together.
7. Experiment without fear of making
mistakes.

+ THREE FOR LEADERS
1. Communicate and promote dialogue.
2. Celebrate and reward.
3. Act upon behaviors outside the rules.

OUR PRINCIPLES
1. Customer-centric decisions
2. Do things right, the right way
3. Always challenge and learn
4. Sustainable results
5. Respect
6. Recognition
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WOMEN IN LEADERSHIP
The growing number of women in leadership positions
validates Via Varejo’s goal of promoting, as of 2018, the
evolution of other diversity indicators in its operation.
In 2017, the share of women in management positions
and higher climbed to 27.4%. This total increased six
percentage points compared with 2015, when this share
was 21%.

SHARE OF
WOMEN IN
VIA VAREJO’S LEADERSHIP

21%

23.6%

2015

2016

27.4%

2017

Rita de Cássia
Marins, manager
of store 039, Rio
de Janeiro (RJ)
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PEOPLE WITH
DISABILITIES
Via Varejo entered into partnerships with several
institutions to contribute with the inclusion of people
with disabilities in the job market and to increase the
number of this audience in its team. Today, employees
with some kind of disability already account for nearly
5% of the company’s workforce. The actions conducted
include:

INCLUSIVE FUTURE

Event jointly conducted with the Municipal Administration
of São Caetano do Sul (SP) enabled the registration
of PwDs in the company’s database for future job
opportunities;

PROGRAM TO SUPPORT PEOPLE WITH
DISABILITIES

A partnership with the Government of the State of São
Paulo gave PwDs registered in the database access to job
positions available at Via Varejo.

YOUNG APPRENTICE
PROGRAM
The program was modified in 2017 and was relaunched
in physical stores. In the year, 2,063 young apprentices
participated and were prepared for the job market
through professional and personal development and had
the opportunity to be part of the company’s workforce. In
early 2018, the Young Apprentice program was extended
to Via Varejo’s Furniture Plant and will be conducted in
the DCs and in Corporate area.

PROGRAMA TRABALHO
NOVO (NEW JOB
PROGRAM)
In September, 2017, Via Varejo integrated into its team
50 employees who participated in the program called
Trabalho Novo (New Job), created by the Municipal
Administration of São Paulo. Through partnerships with
the private sector, the action provides people who live on
the streets with the opportunity to enter the job market,
as a means to regain social status and change their
lives. Fundação Via Varejo, together with the company,
also donated electrical appliances to seven Temporary
Shelters (Centros Temporários de Acolhimento - CTA) of
the municipal administration and more donations are
expected to another nine CTAs in 2018. Additionally,
50,000 books from the company’s stock were donated to
the Municipal Administration of São Paulo.

ORGANIZATIONAL
CLIMATE AND
ENGAGEMENT
Already in the first months of 2017, Via Varejo considered
it was the time to assess its organizational climate. Two
aspects influenced this decision, which brought important
transformation to its business and affected the future of
its operation. One was integrating the online business to
its operation. The other was disclosing to the market that
the company was up for sale.
Based on these references, Human Resources and
Sustainability department made efforts to identify and
understand the demands of each audience and each area.
The Engagement Survey called Fale na Boa (Speak Freely)
was one of the actions conducted and revealed important
indicators regarding the mobilization of the team facing the
challenges of Via Varejo and the critical points that were
prioritized in implementing adjustments and improvements.

Making room for diversity and social
inclusion has been a daily practice at
Via Varejo. This stance contributed
to the organizational climate and to
the businesses.
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FALE NA BOA
The Engagement Survey Fale na Boa (Speak Freely)
had adherence of 91%, the largest in the history of the
company. Answered anonymously through an external
Internet link, the survey revealed that 65% of nearly
53,000 employees:
Speak positively of the company;
Are proud to be a part of the company;
Are committed to achieving the results.
Based on the indicators with the lowest level of
satisfaction, opportunities for improvement were

defined, which originated the action plans. This
process guided the creation of committees that
involved employees in the outcome of the results.
The chain of physical stores also developed specific
action plans per store. Store managers were trained
to develop this activity with their teams.
The implementation of the action plans in the areas
started in August. Corporate actions were validated
by the Executive Board and approvals began in
September. All demands submitted based on the
engagement survey integrate the management
dashboard of the company’s senior management.
Its advances are continuously monitored to be
completed during the year of 2018.

2017 RESULTS

83%

91% 65%
ADHERENCE

77%

ARE FAMILIAR WITH
THE OBJECTIVES/
GOALS OF THE AREA

80%

SAY THAT THE DAILY ACTIVITIES
ARE ALIGNED WITH THEIR
ABILITIES AND SKILLS

78%

FEEL THAT THEY LEARN A
LITTLE MORE EVERY DAY

1,010 meetings
TO DISCUSS THE RESULTS
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OF THE EMPLOYEES ARE
PROUD AND PLEASED TO
SERVE CUSTOMERS

ENGAGEMENT: THREE
PERCENTAGE POINTS
ABOVE THE RESULT OF 2014

71%

FEEL RESPECTED BY THEIR
PEERS AND MANAGERS

33 committees
491
employees
AND

INVOLVED IN BUILDING AND
DEVELOPING ACTION PLANS

1,000
action plans,
MORE
THAN

INVOLVING ALL PHYSICAL
STORES

RENEWED BENEFITS
Throughout 2017, the Human Resources and
Sustainability department proceeded with the
harmonization of benefits after integrating the online
business to the company. Leveraging the opportunities
for improvement revealed by the Engagement Survey
Fale na Boa was one of the factors that prevailed and
guided the adjustments promoted.

RESTAURANTS

Sabor & Saúde (Flavor & Health) is the new restaurant at
Via Varejo’s headquarters in São Caetano do Sul (SP)
which was renovated and had its service capacity
increased to 1,400 meals/day, 200 more than before the
renovation, as well as a new menu with different options
and price ranges. The cafeteria of the Distribution Center
in São José dos Pinhais (PR) was also renovated.

SOCIAL SERVICE

In 2017, the company launched Social Service, Via Varejo’s
social assistance program. This service is provided to
employees and dependents 24x7.

BABY LAYETTE

Benefit for mothers and fathers with newborns. Delivered
at the workplace, the layette includes clothes, disposable
diapers, bottles and hygiene products, as well as linens
and towels for the baby.

CARTÃO MAMÃE (MOMMY CARD)

Monthly credit to assist with meals, hygiene and apparel
for children from 6 months to 4 years of age.

SERVICE STRUCTURE IN THE DCs

Based on the survey conducted with local teams,
Via Varejo improved the services provided in its
distribution centers, such as gardening, cleaning,
chartered transportation and restaurants.

VIA SAÚDE

This program, which offers discounts in
large chains of fitness centers, marked
the relaunch of Via Saúde, a company
program focused on the team’s health
and wellbeing.

CARE AND PREVENTION
CENTERS

Rehabilitation centers were
opened in the DCs of Jundiaí (SP)
and Duque de Caxias (RJ).
In partnership with the
Social Service of Industry
(Serviço Social da Indústria
- SESI-SP), the company also
reopened the rehab center
in the Furniture Plant and
in the store on Praça Ramos.
Completion of the works of the
Ana Klein Care and Prevention
Center is expected for 2018, at
the company’s headquarters, to
expand the services. A pilot project
was initiated at that location to help
treat depression.
Francinete de
Oliveira Borgia,
cashier at
store 0215,
São Paulo (SP)
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ACTIVE
VOLUNTEERING
With the launch of the Agente+ volunteering
portal, Fundação Via Varejo provides employees
with the opportunity to register their volunteer
actions to engage their coworkers. One of the
purposes is to expand the mobilization towards
good causes and supportive actions already
carried out by the employees (read more in the
Communities section).

DIALOGUE AND
TRANSPARENCY
Donation
of toys at
DC 1400, in
Camaçari (BA)

Incentive to dialogue and to appreciation of the
professionals are references applied to the various
practices that Via Varejo dedicates to its teams. In
2017, the company looked for ways to bring senior
management closer to employees.

CONECTA

Via Varejo’s Intranet is the main channel for
information, interaction and support to services
and benefits for employees. Conecta plays an
important role in communication, as a channel
to disseminate major topics, campaigns, policies,
documents and organizational guidelines.

PAULO NALIATO’S BLOG

How to maintain an effective dialogue and
understand the daily routine of a team of more
than 30,000 people across Brazil? To address
this issue, Paulo Naliato, Managing Director of
Sales and Businesses, decided to create a blog in
the company’s intranet. The purpose of the space,
created in May 2017, is to share Via Varejo’s
institutional content and guide the business, as
well as to encourage the participation of the
entire team of Casas Bahia and Pontofrio and of
the corporate areas of the Sales and Business
Department.
Since the beginning, the blog became an open
channel for suggestions, grievances, questions
and compliments. In just a few months, the
blog became one of the company’s main
communication channels, enabling the area
to identify what works, opportunities for
improvement and streamline solutions.
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VISITS TO CONECTA INTRANET IN 2017:

33,406,489
views
OF THE
INTRANET
PAGES

PAULO
NALIATO’S
BLOG

43
6,000 +
POSTS
PUBLISHED

COMMENTS

20
500

MEETINGS
IN 2017
EMPLOYEES
PARTICIPATING

88%

SATISFACTION
REGARDING
THE ACTIVITY

MEETING WITH THE CEO AND
MANAGING DIRECTORS

In 2017, Via Varejo began to promote meetings
between employees of various areas with Peter
Estermann, then CEO of Via Varejo. The format was
replicated across the Executive Boards.
Other activities to promote dialogue and interaction
with employees are:
Fale com a Direx (Talk to the Exec Board),
events of the Executive Board;
Conectados no Varejo (Connected in Retail),
a series of lectures with leaders about the
company’s businesses and industry trends;
Via de Ideias (Via of Ideas), platform to share
ideas.

EMPLOYEE DEVELOPMENT

45,947
EMPLOYEES
TRAINED

427,813
hours
OF
TRAINING

1million +
VIEWS

Via Varejo believes that development of
businesses and people follows the same trail of
evolution. In 2017, the Human Resources and
Sustainability department promoted important
advances in this journey through initiatives to
expand knowledge, development of competencies
and career management. The main actions were:
UNIVERSIDADE VIA VAREJO
In June 2017, the company launched Universidade
Via Varejo, the new educational platform of the
company, created to make knowledge even more
democratic. The online environment expands the
opportunities for development to existing on-site
training and other educational activities offered by
the company. The purpose is to provide training
that will contribute to self-development and
encourage employees to be protagonists of their
own careers.
ETHICS AND INFORMATION SECURITY TRAINING
Via Varejo used the online platform of its corporate
university to conduct training on information
security and emphasize the attention that must
be given to company and customer data. Another
action was the Ethics Game, held annually, an
entertaining way to prioritize with employees the
correct behaviors in fictional situations, similar to
those occurring at the company.
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Assessment extended to store managers and
administrative coordinators of the chain;

EDUCATIONAL FAIRS
In 2017, two editions of the event gathered partner
educational institutions. During the educational
fairs, discounts of up to 50% are offered to
employees and extended to dependents, in some
cases. The possibilities offered include recycling
courses, language classes, undergraduate and postgraduate courses.

Mentoring for talents mapped for succession.

VIA VAREJO OPERATING MODEL OF
EXCELLENCE (MODELO OPERACIONAL
VIA VAREJO DE EXCELÊNCIA - MOVVE)

CICLO DE GENTE (PEOPLE CYCLE)

Ciclo de Gente, Via Varejo’s main People
Management tool, expanded its scope in 2017.
Analysts and assistants were subjected to
competency self-assessment steps and to the
Individual Development Plan (IDP), and had their
skills and potential assessed by their managers,
receiving feedback of the results.

The year 2017 marked the consolidation of
the Via Varejo Operating Model of Excellence
(MOVVE) aimed at physical stores. The maturity
in implementing this tool proved, through results
and team engagement, that the company was
right in sharing a structured management capacity
to continuously leverage the sales performance
of the team, the company’s profitability and
customer experience.

Throughout 2017, other processes implemented
marked the evolution of Ciclo de Gente in the
company:
HR governance – People Management
Committees for Physical Stores and
Operations: monthly meetings to make
collegiate decisions in productivity and
performance assessments, as well as in the case
of promotions, transfers and termination of
team employees;
100% of assessments complete for directors,
corporate managers, regional managers, store
managers and middle management;
Succession committee held for 100% of
Director positions;

Development programs for middle management
and impact leadership;

One of the processes that enabled this delivery
was the change in the incentive model of
employees in the store chain (read more in the
Via Varejo’s businesses section).
MOVVE advance in 2018 towards a more
comprehensive vision by tracking the experience
that each salesperson creates at each transaction
and customer service provided. Through EVVA, Via
Varejo’s Artificial Intelligence, this information will
be used to measure the team’s performance and
provide a more agile and assertive guidance for
opportunities for improvement customized for each
employee, leading to improved sales performance.

INDICATORS THAT SHOW ALIGNMENT BETWEEN BUSINESS MANAGEMENT
AND THE TEAMS PROVIDED BY MOVVE TO STORE TEAMS:

Adherence of the chain of physical stores to MOVVE’s management practices
PERIODIC
ASSESSMENTS
IN 2017:

73.8%
1ST CYCLE

78.3% 76%
2ND CYCLE

3RD CYCLE

ENPS – SATISFACTION SURVEY OF IN-STORE TEAMS:

74%

WOULD RECOMMEND THE STORE WHERE
THEY WORK FOR A FRIEND TO WORK*.

THIS INDICATOR
HAS EVOLVED

50%

SINCE THE BEGINNING
OF 2017.

* Answers from promoters - Answers from detractors = eNPS
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RECOGNITION
2017 EXCELLENCE TROPHY
Via Varejo’s greatest recognition, the Excellence
Trophy innovated this year. The main change was
the alignment with the Organizational Culture of
the initiatives and projects entered, associating
their proposals with at least one of the Behaviors
prioritized by the company.

10
40

INITIATIVES
AWARDED

PROJECTS ENTERED
BY THE TEAMS

The fourth edition of the Excellence Trophy recognized
the teams in two categories. In the Executive Category,
initiatives selected across the Executive Boards were
awarded, totaling 40 entries. Subsequently, the Top 10
were chosen through popular vote via Conecta and by the
Executive Board committee. Four proposals of the Physical
Store BU were awarded – three in Infrastructure, two in
HR and one in Finance.
One of the highlights was the Trade area, which received
two trophies: one for the Awards club (initiative of
incentives to the sales associates) and the other for the
Smart Stores. The restaurant Sabor & Saúde, project of
the Benefits area, within the HR department, was also
among the Top 10. All winners were announced in a
corporate event held on February 1st, 2018.
DIA PREMIUM
The action Dia Premium (Premium Day) rewarded six
sales associates of stores integrating Via Varejo’s Premium
Department. The action recognized employees who stood
out for overcoming the challenge of reaching a minimum
100% of the sales results (Mercantile, Services, CDC), with
the highest score in the ranges of the award model. The
winners in all Regional Offices participated in activities at
the company’s headquarters.

Paulo Sérgio
Serra Teixeira,
pallet operator of
DC 1401, Duque
de Caxias (RJ)
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Emilson Gleizer
Ferreira, Logistics
coordinator at
DC 1401, Duque
de Caxias (RJ)
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Via Varejo

VALUE
CHAIN

ANTI-CORRUPTION
PRACTICES

RISK
MANAGEMENT

Sustainability is present in Via Varejo
through partnerships established across the
value chain.
The commitment to suppliers has the purpose of building a sustainable relationship, with
mutual development. In 2017, the company prioritized actions to ensure compliance,
ethics and transparency with its partners, adopting the following parameters:

CODE OF ETHICAL
CONDUCT

Relationship of the company
with suppliers is guided
by the Code of Ethics. The
document defines the
conducts the company
values and the practices it
repudiates in interacting with
its stakeholders.

ANTI-CORRUPTION LAW

In 2017, processes were
put in place to allow Via
Varejo to map, in 2018,
specific restrictions
concerning legislation in all
of its relationships with third
parties.

COMPLIANCE

Issues related to
non-compliance risks in
supplier activities are assessed
by the Compliance area, in line
with the company’s policies
and with autonomy to reject or
attest under certain conditions
the advance in the relationship
with third parties.

NEW SUPPLIER
ASSESSMENT

The screening process of
service providers includes
analysis of registration data,
compliance with laws and
regulations and reputation
survey to assess risks.
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estourar foto

Employees of
the Commercial
department in the
Headquarters in
São Caetano do
Sul (SP)

With the purpose of strengthening this
relationship and creating a trusting
environment, in 2017 the Sustainability area
mapped its suppliers’ network. This study
identified various risks and their likelihood
in all sectors of the value chain. In 2018, a
pilot project will be conducted to identify
improvements and adjustments in our
partners’ industrial processes.
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BEST PRACTICES
AWARDED
The company is constantly recognizing best
practices of business partners and promotes two
important annual awarding events.

TOP LOG AWARD

In 2017, Via Varejo held the third edition of the
Top Log award. Every year, the initiative gains
strength as the main program for development
and recognition of best practices between the
partners of the company’s logistics operations
across Brazil. This year, the Online and Black
Friday categories were included.
Since its creation, the award has contributed
to improve service indicators. Between the
years 2016 and 2017, the company recorded a
33.3% reduction in the damage indices levels
in deliveries and a 36.7% increase in delivery
effectiveness.
The winners are defined through a performance
assessment, carried out by the company on
a monthly basis. The best in the ranking are
recognized in a ceremony and awarded with
expansion of services.

TOP LOG SUSTAINABILITY

In 2017, Via Varejo launched an exclusive award
to recognize sustainable practices of partner
carriers: Top Log Sustainability. The winner
was announced during the annual awarding
ceremony of the Top Log award in February
2018. The purpose of the Top Log Sustainability
is to give visibility to initiatives conducted by
logistics partners that offer gains and promote
reduction of impacts in the environmental, social
or financial areas. In this edition, the winner was
carrier L’auto, with the project to make deliveries
using bicycles.

BETWEEN

2016 and 2017,
VIA VAREJO RECORDED IN
ITS DELIVERIES:

33.3%
REDUCTION IN
DAMAGE INDICES

36.7%
% INCREASE IN
EFFECTIVENESS
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Marcio Santos
Silva, sales associate
at store 1305, in
Copacabana, Rio de
Janeiro (RJ)
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Via Varejo

VALUE
CHAIN

SOCIAL
CONSUMPTION

COMMUNICATION CHANNELS
AND TRANSPARENCY

Via Varejo advances in the commitment
to serving its customers the way they
want, like and need.

800,000

The above-mentioned purpose has guided the company’s decisions,
enabled the recovery and leverage of its operation, and promoted the
transformation of its businesses. The starting point for this change was
the unification of the online and physical store businesses, building an
omnichannel business model to offer the best buying experience.
In the process to modernize Via Varejo’s stores, the digital world advances
into the physical world. Resources such as system integration and
intelligence of information optimize management and performance of
the sales teams, and interactivity and connectivity are used to provide
convenience and delight customer who visit the chain (read more in Via
Varejo’s Businesses).

CONTACTS/MONTH
FROM CUSTOMERS IN
ALL CHANNELS

CUSTOMER SERVICE CHANNELS
Email
Telephone

Social
media

Chat
WhatsApp

SMS
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CUSTOMER SERVICE
Our improvements, innovations and advances in the
integration of Via Varejo’s customer service channels in
2017 were motivated by maintaining a lasting relationship
with each customer. And, for this relationship to create
value and satisfaction, Via Varejo works in every detail,
considering the diversified profile of customers to offer
what best suits their expectations and needs.

ARTIFICIAL INTELLIGENCE

One of the innovations already in place to improve
customer service and experience is the use of
Watson, IBM’s cognitive computing platform. The new
communication channel employs artificial intelligence
through a chat bot – name given to programs that can talk
to people in an automated manner – and is available on
Casas Bahia’s and Pontofrio’s websites and mobile apps.

Newmann W.
N. Costa, lead
sales associate
at store 78, São
Paulo (SP)
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This technology is based on understanding the natural
human language. While serving, the chat bot makes an
intelligent interpretation of the intention of the questions
in order to generate more assertive automatic answers,
whether to recommend products or to simplify and
expedite access to information on orders, exchanges,
cancelations or return of items.

WHATSAPP AMONG CUSTOMER SERVICE
CHANNELS

Looking for alternatives in customer service, Via Varejo
became the first major retailer in Brazil to include the
WhatsApp corporate solution in its customer service
channels. The service went live in January, 2018.

SATISFACTION
NET PROMOTER SCORE (NPS)

This effort can be perceived in the evolution of
the customer satisfaction indicator, Net Promoter
Score (NPS), or Average Recommendation Score,
concerning service in its physical and online store
chain. At the end of the year, the average score
reached 61.

NPS VIA VAREJO – CUSTOMER
SERVICE OF PHYSICAL AND
ONLINE STORES

57
(2016)

Conducted by the company on a quarterly basis, the
NPS survey measures the level of customer loyalty
based on a single question: “On a scale of zero to 10,
to what extent would you recommend our company
to a friend?” According to the answer, the customer
is ranked as promoter (9 or 10), neutral (7 or 8) or
detractor (zero to 6). The NPS index results from the
difference between the total number of promoters
and detractors.

61
(2017)

RECLAME AQUI

The actions taken to improve customer service also
had a positive impact on Via Varejo’s assessment
by customers who interacted with the website
Reclame Aqui (Complain Here). In 2017, the company
prioritized response to complaints and solution to
issues posted by customers on the website. This
reversed the assessment of physical stores and online
business operations of Casas Bahia and Pontofrio to
Fair and Good levels, according to the calculation of a
company’s reputation conducted by Reclame Aqui.

RECLAME AQUI – FINAL ASSESSMENT 2017

PHYSICAL STORES
GOOD (5.88)

ONLINE
FAIR (4.37)

PHYSICAL STORES
GOOD (6.46)

ONLINE
FAIR (4.39)
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Jervas J. A. Anjos,
sales associate at
store 1086, São
Paulo (SP)

SUPPLY AND CONSCIOUS
CONSUMPTION
SOCIAL CONSUMPTION WEBSITE

The Social Consumption portal is an initiative by Casas
Bahia in partnership with Catraca Livre, conducted
since 2015 with the financial support of the company’s
Marketing area and coordinated by Fundação Via
Varejo. The website is known for sharing information
that contributes to expanding people’s knowledge and
influencing conscious decisions regarding consumption
and use of money. The main access channel is the
official Social Consumption fan page on Facebook.

DEBT RENEGOTIATION

Valuing the respect and relationship with its customers,
in 2017 Via Varejo implemented practices that provided
greater autonomy to customers of Casas Bahia and
Pontofrio to renegotiate their debts with the company
and contributed to recovering part of the company’s debt
collection portfolio.
The contact with customers via SMS, voice message and
WhatsApp adopts an approach that places consumers at the
center of decision-making, and gives them the possibility
to reflect and review their budgets by providing flexible
conditions to settle their debts. After this first interaction,
negotiations to settle outstanding debts are escalated to
other channels, in a safe and confidential manner, focusing
on protecting data and providing quick answers.

SOCIAL CONSUMPTION – 2017

1,655,063
FANS OF THE PAGE
ON FACEBOOK

524,462
VIEWS ON THE WEBSITE
30.43% INCREASE

https://www.facebook.com/ConsumoSocialCasasBahia/
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SPECIAL ACTIONS
CUSTOMER MONTH

In the month when Consumer Day is celebrated
(March 15), Via Varejo had in place commercial actions
and actions to guide its customers. From March 9 to 15,
Casas Bahia and Pontofrio held Consumer Week, with
special offers and payment terms in physical stores and
on the websites.
Due to the process of releasing the balance of inactive
accounts of the FGTS (Severance Payment Fund),
initiated by the Federal Government in March 2017, Via
Varejo launched customer service actions in 180 stores
and tutorials on the websites to answer customers’
questions on how to redeem these resources and use
them to buy products or settle debts with the company.

CUSTOMER DAY

To celebrate Customer Day (September 15), Via Varejo
promoted the campaign 50 Reais (BRL 50.00). Casas
Bahia gave BRL 50.00 to customers who bought over
BRL 250.00 on the website and opt for Retira Rápido,
for in-store pickup. In addition, for purchases of
products advertised on TV, the same bonus amount was
granted for future purchases. Items identified with the
campaign sticker, purchased in physical stores, also had
a BRL 50.00 discount in the negotiation.

BLACK FRIDAY

Via Varejo used the power of its omnichannel and
inventory capacity to offer promotions and exclusive
terms to purchase products during Black Friday 2017
(read more in Via Varejo’s Businesses).

Octávio de
Souza, winner
of promotion
Carnê Premiado,
Marília (SP)
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Cooperative
worker at
Cooper Viva
Bem, partner of
REVIVA
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Via Varejo

SOCIAL
CONSUMPTION

SOLID
WASTE

ENERGY
CONSUMPTION

ECO-EFFICIENCY
IN LOGISTICS

Revised guidelines, process structuring and
advances in actions planned were the highlights of
Via Varejo’s environmental management in 2017 .
In this context, the company revised the Corporate Environmental Policy, defined the
Materiality Matrix and reassessed the Corporate Risk Map (read more in Via Varejo).
Then, the company defined the most relevant environmental topics for its environmental
strategy:

SOLID
WASTE

ENERGY
CONSUMPTION

These guidelines are already translated into
practices that incorporate social, environmental,
and financial gains, guided by the commitment to
reducing impacts on the environment.
The organization of the environmental processes,
conducted by the Engineering and Expansion
Department last year resulted in the expansion
of an even more preventive operation. Periodic
monitoring of the operations were initiated to
verify the level of compliance of the processes
regarding environmental management and, based
on these technical opinions, action plans were
established for improvements in order to mitigate
potential environmental risks.

ECO-EFFICIENCY
IN LOGISTICS

APPROVAL OF PROVIDERS OF
ENVIRONMENTAL SERVICES
As of 2017, Via Varejo also strengthened
its assessment criteria to hire
environmental service providers. In
order to qualify, providers have to prove
that there are no restrictions against
them and that they comply with legal
requirements and permits to perform
their activities.
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SOLID WASTE
MANAGEMENT AND
REVERSE LOGISTICS
In 2017, Via Varejo expanded its initiatives towards
management of recyclable waste, in compliance with
the National Solid Waste Policy (Law No. 12,305/10).
At the forefront of these advances is REVIVA, a program
that supports the company`s actions in recycling and
reverse logistics, which has advanced in the last two
years and proven its success as a benchmark for a social,
environmental, and financially viable business model.

Cooperative
Cooper Viva
Bem, at DC1200,
Jundiaí (SP)

NON-HAZARDOUS WASTE (TONS)

2016

2017

604

473

1,908

1,921

564

445

Organic waste

30

26

Professional printer cartridges

19

22

5

5

Scrap and metal

948

1,945

Electronic waste

156

101

Other recycled waste

26,633

26,903

Rejects

10,330

11,213

Paper
Cardboard
Plastic

Spent cooking oil
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REVIVA – RECYCLING PROGRAM AND
SUPPORT TO REVERSE LOGISTICS
packages returned from more than 300 stores and from
customers. With the proceeds from selling recyclable
materials, the cooperative earns three times more than
the national average per cooperative worker.

REVIVA ended the year driven by the goal set out for
2018: to reach 100% implementation in Via Varejo’s
physical stores. The program, which in 2016 had the
participation of 52% of the stores, reached 80% of the
chain in 2017.

The other partner cooperatives of the program use their
own facilities to sort the material. Last year, this initiative
benefited 185 families – up nearly 100% compared with
the previous year.

Advances made by REVIVA go beyond the
environmental gains provided by waste sorting in
the company’s administrative buildings, stores and
distribution centers, and by reverse logistics of
packages disposed of by customers when they receive
their products.
In 2015, Via Varejo transformed its program into an
inclusive and sustainable business model, based on
recycling cardboard boxes, styrofoam and plastics. The
company transferred the management for sorting these
materials to partner cooperatives. At the Solid Waste
Sorting Center (CTRS), located in Via Varejo’s Distribution
Center in Jundiaí (SP), one of the cooperatives receives

As important as REVIVA’s social, environmental and
financial feasibility is its potential to raise awareness
and mobilize company managers and teams – especially
the employees who work outside the units across
Brazil. In addition to the kits with specific collectors and
standardized bags, which are sent to the stores to pack
the materials, the program continuously reinforces the
message that everyone has a protagonist role in giving
the appropriate destination to recyclable waste resulting
from Via Varejo’s operations.

EVOLUTION OF REVIVA IN 2017

9,425
tons

OF RECYCLED MATERIALS

43,394
trees spared

THROUGH CARDBOARD
RECYCLING

3
80%
of physical stores
SERVED, EXCEEDING THE
GOAL OF 75% ESTABLISHED
BY THE COMPANY

185
families

benefitted

times more
income

FOR COOPERATIVE
WORKERS

10 States

COVERED BY REVIVA,
EXPANDING TO
ANOTHER 11

1,594 MWh
saved
BY RECYCLING OF VARIOUS
PLASTIC MATERIALS
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ECO-EFFICIENCY IN
LOGISTICS
Given its strong presence and operation across the
Brazil, Via Varejo currently has the largest product
distribution network in the country, with 26 distribution centers
and more than 1 million deliveries per month.
Given the continental dimensions of this operation, in 2017 the
company put in place actions to continue its eco-efficiency in
logistics, aiming to minimize environmental impacts. The actions
include process integration and synergies, improving management
of routes, fleet and distribution centers.
These initiatives will gain strength in 2018, guided by the
quality and speed of delivery and by the reduction of costs and
environmental impacts:
Expansion of the Retira Rápido system offering pickup in
physical stores for products purchased online;
Implementation of MiniHubs, an operating system for
physical stores to work with the convenience of a small
distribution center;
Expanded offer of Fulfillment, a system that includes
marketing of logistics services, hired by modules or in a full
package, for suppliers and sellers (product manufacturers or
importers), operating at Via Varejo’s Marketplace.

(Read more on these initiatives in the Via Varejo’s Businesses
section).

SMART DELIVERY MANAGEMENT

The joint introduction of the technological tools Greenmile and
Roadnet, for routing and tracking Via Varejo’s deliveries in real time,
provided gains in efficiency in the routes traveled – by directing to
the best routes – with lower fuel consumption.
For 2018, the goal is to move forward, adjusting the use of these
tools to exceed the results obtained.
This monitoring focuses on optimizing the average number of
vehicle stops per haul, which in 2017 reduced operating costs and
CO2 emissions.
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ENERGY EFFICIENCY
In 2017, Via Varejo reinforced its commitment to energy
efficiency of its operations. This is one of the relevant topics
defined in the Materiality Matrix which already had actions
in place, yielding positive results, such as incentive to using
sustainable energy sources and reduced consumption.

SOLAR ENERGY IN THE OPERATIONS

In 2017, Via Varejo innovated by implementing its first project
for using sustainable energy in part of its operations. The
company entered into an agreement as the responsible party for
co-generating distributed solar energy. The plant is installed in
the city of Jaíba (MG), a region in Brazil with high rates of solar
exposure throughout the year.

PROJECT IN JAÍBA (MG)

10.7
GWH/YEAR
GENERATED

In April 2018, this system began to supply low-voltage energy
to 73 Casas Bahia and Pontofrio physical stores in Minas Gerais,
distributed through the local power utility company. The State
of Minas Gerais has one of the highest electricity rates for
conventional energy. This drove the local pursuit for an alternative
source of energy, easy to implement, which provided the expected
reduction in the cost for acquisition.

UP TO

REDUCTION IN THE COST
TO PURCHASE ENERGY

Via Varejo is assessing how other renewable energy sources can
be adopted by the company in the future in order to generate
lower environmental impact and improve its energy efficiency.

12,824

EFFICIENT LIGHTING

The conscious use of electricity is behind Via Varejo’s actions to
reduce consumption. Initiated in 2018, the purpose of the project
to modernize lighting is to fully replace conventional lamps by
more efficient products (LED) in facilities with higher consumption.

TON/CO2 AVOIDED

15,000

This concept of efficient lighting is already present in renovations
of store facilities and in the new physical stores of the chain.
To reduce energy consumption, these improvements take into
account the greater use of natural light, the re-adjustment of
the lighting points in the environments and the features for
automatically turning the lights on and off at pre-defined times
during the day.

Total energy consumed
(MWh)
200,072
213,902

2016

2017

Consumption of Liquefied
Petroleum Gas (LPG)
(MWh PCI)

2016

SQM AREA

Consumption of
Natural Gas (MWh PCI)

4,290
1,792

2017

40%

Consumption of diesel
(liters)

32,084
59,432

1,865
1,715

2016

2017

2016

2017
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DISPOSAL AND RECOVERY OF
PRODUCTS
In 2017, many actions contributed to preventing the early and
improper disposal of products by recovering the company’s
inventory items and repurchasing used items from customers.

REPURCHASE OF CELL PHONES AND TABLETS

In February 2017, Via Varejo launched the Appliances Repurchase
Program in all physical stores and websites of Casas Bahia and
Pontofrio. Through a specialized partner, the company allows for the
return of the items in good conditions to be sold as used products.
Customers wishing to buy a new cell phone or tablet may use their
current devices as part of payment. The discount is defined after an
assessment of the conditions of the device. The stores also request
the product invoice and the registration number of the device to
verify its origin.

RECOVERY OF EQUIPMENT

Via Varejo’s Technical Assistance Department (DAT) ended 2017
with an 89.3% recovery rate of the products returned by customers,
which were returned to the company’s distribution centers.
This department, located at the Distribution Center in Jundiaí (SP),
assesses whether it is possible to reintegrate the items collected to
via Varejo’s inventory or sends for recycling and proper destination
of components.
In this assessment, DAT relies on the local support from technical
assistance teams of the main appliances industries. These
professionals recover the products that have manufacturing defects
and replace the original factory seal.

DAT – PRODUCTS REINTEGRATED TO VIA VAREJO’S INVENTORY IN 2017

89.3%
RECOVERY RATE
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BRL 356 million
IN RETURN FROM RECOVERED
PRODUCTS

ENVIRONMENTAL AWARENESS
In 2017, Via Varejo created actions focused on employees and partners to
expand knowledge on and understanding of how the activities at work, habits
and choices of everyone can contribute to reducing environmental impacts.

RECICLAB – LABORATORY OF INCLUSIVE RECYCLING
PRACTICES

Launched by the Sustainability area, in partnership with Fundação Via Varejo,
Reciclab offered training to the cooperative teams that manage recyclable
waste in Via Varejo’s operations.
The pilot project shared information to provide professional management of
cooperatives, to develop cooperative workers, and understand the value that
this activity adds to society.

RECICLAB – NUMBERS OF THE PILOT PROJECT

46

COOPERATIVE
WORKERS TRAINED
IN JUNDIAÍ (SP)

32 hours
OF TRAINING

TRAINING TOPICS

1.
2.
3.
4.

RELATIONSHIP
DEVELOPMENT
COOPERATIVE
WORK
ADMINISTRATIVE
AND FINANCIAL
PROCESSES
MACHINES AND
EQUIPMENT
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ENVIRONMENT WEEK

From June 5 to 9, Via Varejo held the Environment Week, which every year
encourages employees to adopt sustainable practices, inside and outside
the company.
The on-site activities held at the company’s headquarters in São
Caetano do Sul (SP) and the information disclosed on the intranet about
environmental education, conscious consumption and urban mobility tips
show employees how simple attitudes can contribute to the environment.
The company also promoted a bazaar with nine thrift shops to encourage
“sustainable style,” showing that it is possible to expand one’s wardrobe
with second-hand items, increasing the useful life of these clothes.
WATER (M³)
Total water consumed
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2016

2017

435,460

446,394

OTHER PROCESSES WITH GOALS FOR 2018
Begin replacement of the old air-conditioning units by models
using eco-friendly gases, anticipating compliance with the Montreal
Protocol.
6-month environmental monitoring campaigns at Via Varejo’s
Furniture Plant and beginning of the process in distribution centers.
Study of eco-efficient projects in new stores, for consumption of
water and energy.
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XII Cultural Show
of Paraisópolis,
São Paulo (SP)
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Via Varejo

LOCAL
DEVELOPMENT

DIVERSITY AND
INCLUSION

SOCIAL
CONSUMPTION

SOLID
WASTE

Via Varejo also creates value by building
relationships between the company and
the communities, through its commitment
to strengthening the role of local players,
promoting the economic, social and cultural
development of these regions.
This contribution by Fundação Via Varejo has positive impacts on the
country’s human development, through projects to appreciate people and
communities and encourage entrepreneurship. In 2017, a total of 13 actions
were developed according to these pillars, benefitting 312,315 people from
underprivileged communities.

VIA VAREJO’S SOCIAL INVESTMENTS IN 2017
Fundação Via Varejo’s resources

BRL 2,273,077

Totals from Via Varejo’s tax incentive

BRL 5,282,137

Contributions from Via Varejo’s Marketing department
Total resources allocated

BRL 300,000
BRL 7,855,214
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SOCIAL INITIATIVES
CASAS BAHIA IN THE COMMUNITY

The Program Casas Bahia in the Community is a social investment strategy
by Fundação Via Varejo to promote the development in socially vulnerable
communities, with the purpose of reducing inequalities, focusing on local social
entrepreneurs and on strengthening the community support networks.
The Program Casas Bahia in the Community is in place in four needy communities:
Complexo do Alemão (RJ), Jardim São Luís, Paraisópolis, and Heliópolis (SP). We
expanded the implementation to the communities of Brasilândia, Parque Cocaia
(São Paulo) and Pimentas (Guarulhos). The purpose is to coordinate and bring
together the various social players, creating a network where the actions jointly
created with the community can intensify a sustainable social strategy.
The premises that guide the program are:
Participation of local organizations, groups, and social entrepreneurs;
Participatory planning based on a comprehensive diagnostics;
Recognition and strengthening of the potential of people and community.

CASAS BAHIA IN THE COMMUNITY – BALANCE OF ACTIVITIES 2014-2017

COMPLEXO DO ALEMÃO

7
territories
involved
Guarulhos

Rio de Janeiro

35,000
PEOPLE DIRECTLY
BENEFITTED

52 organizations
ACTING IN A NETWORK
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BRASILÂNDIA

PARAISÓPOLIS

PIMENTAS

HELIÓPOLIS

JARDIM
SÃO LUÍS

São Paulo

PARQUE COCAIA

NUMBERS BY TERRITORY
Location

Audience benefitted

Participating organizations

Activities

Complexo
do Alemão

1,707 children and
young adults

Paraisópolis

16,938 people directly
benefitted

16

Education, culture and sports

Jardim São Luís

2,575 beneficiaries

20

Entrepreneurship, culture, crafts and
environment

Heliópolis

860 beneficiaries

Classes on fine arts, graffiti, soccer
and dance

8

8

Generation of income and sports

COMPRA DO BEM
The program Compra do Bem reinforced the purpose of
Solidarity Day, previously promoted by the company in benefit
of the Red Cross in 2015 and 2016.
On October 21, 2017, the company held Compra do Bem,
supporting the Assistance Association for Children with
Disabilities (Associação de Assistência à Criança Deficiente AACD). The initiative mobilized customers and sales associates
of Casas Bahia and Pontofrio and, with the engagement of all,
the goal of raising BRL 1 million was achieved.
The donation was made live during the Teleton Program
on TV, aired on October 28, by the SBT channel. On that
opportunity, Peter Estermann, CEO of Via Varejo, and Paulo
Naliato, Managing Director of Physical Stores, announced an
additional donation of BRL 250,000 to the entity.

COMPRA DO BEM

100%
of
the chain of stores
INVOLVED

1,810
volunteer employees

WORKING AT THE STORES TO MOBILIZE
COLLEAGUES AND CUSTOMERS

BRL

1.25
million

DONATED TO AACD
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VOLUNTEERING
AGENTE+

Launched in May 2017, the volunteering program Agente+
has an online engagement platform. The digital space is the
communication channel of social actions and volunteer work
proposed and performed by the employees and by the institution.
The tool intensified the mobilization power of the teams and
benefited audiences in different locations through various
initiatives. The volunteers built houses, visited the elderly,
developed actions with children, shared their professional
experiences and conducted various activities to collect items for
social institutions, such as school supplies, products of personal
hygiene and sanitation, toys and clothes.
The initial goal of reaching the end of December 2017 with 100
actions conducted by Agente+ was exceeded: in seven months,
125 social actions were carried out, 113 through the platform,
which resulted in 5,921 volunteer participations of the team and
more than 31,000 beneficiaries.
AGENTE+ 2017 – TOTAL NUMBER OF ACTIVITIES FROM
MAY TO DECEMBER
Employees registered in the program

8,102

Actions published

125

Actions taken

113

Volunteer participations of the team
Beneficiaries

5,921
31,370

In order to provide more visibility to these activities, incentive
campaigns were launched to encourage the actions of Agente+.
The initiatives posted that stand out the most chosen by Via
Varejo’s employees receive BRL 3,000 worth of goods and services.
The winning operation of the first campaign involved 44 volunteers
and benefited 38 senior citizens under the care of Casa de Acolhida
Isabel Soler, in Mauá (SP), collecting 1,033 items, from daily hygiene
kits to adult diapers.
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Fazendo+
Action in Rio
de Janeiro (RJ)

PROJECTS SUPPORTED
Sixteen projects were supported through the tax incentive laws Rouanet (artistic and
cultural projects), Sports (social and sports activities), Fumcad and Condeca (inclusive
projects for children and adolescents). A total of BRL 5,282,137.50 were invested
and directly benefitted thousands of people in São Paulo and Rio de Janeiro.

SUPPORT THROUGH ROUANET ACT
XI Cultural Exhibit Cooperifa – The purpose of the
event is to value the artistic languages produced in
the Southern region of São Paulo (SP): literature,
theatre, cinema, arts, dance, and music. 10,000 direct
beneficiaries.
Fábricas de Cultura (Culture Factories) – Spaces providing
free access to various artistic activities, performed in
underprivileged communities in the Northern and Southern
regions of São Paulo (SP). The investment covered five units
of Fábricas de Cultura (Culture Factories), which receive
720,000 people per year.
Vocação Cultural (Cultural Vocation) – Promotion of
cultural activities for young adults from socially vulnerable
communities in the Southern region of São Paulo (SP) and
in the cities of Embu-Guaçu (SP) and Itapecerica da Serra
(SP). The project benefits 1,600 children and adolescents.
Paraisópolis Ballet – Transforming Lives – The project
offers free classic ballet and contemporary dance classes
for 150 children and adolescents in the community of
Paraisópolis, in the Southern region of São Paulo (SP).
Estéticas das Periferias – Promotional events
and exhibitions of Performing Arts and dance in
underprivileged communities of São Paulo (SP), directly
benefitting 1,600 people.

The educational program Descubra a Orquestra (Discover
the Orchestra), in turn, aims at developing musical
appreciation in children and adolescents who study
at public schools. The program’s differentiator and
effectiveness are due to the knowledge previously
transferred to students, by the teachers themselves, who
are trained and transformed into multipliers. The program
has benefited 20,000 schoolchildren and trained 300
educators through classical music.
Memory, Education and Safeguard – Museum of Samba –
The purpose of the project is to safeguard the memory
of samba and preserve its history for current and future
generations through educational processes, awareness
and cultural education, focused on entrepreneurship
and training of cultural agents. The activities promoted
by Museum of Samba (Centro Cultural Cartola) at the
Mangueira community in Rio de Janeiro (RJ) caused a
positive impact in the lives of 4,800 people.

Cultural Show
at the CEU of
Paraisópolis, São
Paulo (SP)

Lights, Camera, Social Action! - Promotion of
professional, social, cultural, and personal development
of young adults through audiovisual projects. The project
was held in São Paulo (SP) and in Osasco (SP), assisting
300 socially vulnerable youngsters.
Educar pelo Futebol – Museu do Futebol – Project to
educate and socialize children and young adults through
educational actions coordinated by the Soccer Museum in
São Paulo (SP). The project reaches nearly 300,000 visitors
per year.
Concertos Matinais and Descubra a Orquestra – Fundação
OSESP – The Morning Concerts offer presentations of the
Symphony Orchestra of the State of São Paulo open to the
population on Sundays, in São Paulo (SP). In September
2017, a total of 31 employees and partners of Via Varejo
joined the Osesp Choir as volunteers and went on stage for
a joint presentation at Sala São Paulo.
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SUPPORT THROUGH THE SPORTS LAW
Education Through Sports– Instituto Passe de Mágica – Development of
educational sports activities, practicing basketball and additional educational
activities aimed at children and adolescents from communities in São Paulo (SP)
and Diadema (SP). The program benefits 900 children in underprivileged
communities in the outskirts of the São Paulo Metropolitan Region.
Caju Sports and Education – Fundação Gol de Letra – Contributes to the
education of 350 children and adolescents through sports and social interaction,
also involving their families and other social players, such as public schools and
residents of the communities of the district of Caju, in Rio de Janeiro (RJ).

SUPPORT THROUGH FUMCAD AND CONDECA

Ateliê Arte + Instituto Ser + – The purpose of the
Project Ateliê Arte + is to engage adolescents in
developing projects related to culture and arts and to
promote citizenship, entrepreneurship and generation
of income through woodworking. The project intends to
train 200 socially vulnerable young adults in the capital
city of São Paulo.
Projeto Pró-Profissão – Instituto ProA – Professional
education to support the inclusion of 80 youngsters
from underprivileged communities in the job market in
São Paulo (SP). Part of the activities in 2017 included
visits of students from Instituto ProA to Via Varejo’s
headquarters and to the company’s Furniture Plant.
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PROA students
at the Furniture
Plant

Arte e Identidade – Fundação Gol de Letra –
Inclusion of adolescents promoted by dance, theater,
communication and audiovisual workshops. The
project benefits 123 socially vulnerable youngsters
from the communities of Vila Albertina, Jaçanã and
Tremembé in São Paulo (SP).
Periferia Maker – Development of entrepreneurship,
creation and technological resources workshops for
420 youngsters in the region of Campo Limpo, in
the Southern region of São Paulo (SP), to develop
professional and personal capabilities to encourage
participants to solve social and environmental issues
in their realities.

OTHER PROJECTS SUPPORTED
Ismart – Instituto Social para Motivar, Apoiar e
Reconhecer Talentos (ISMART - Social Institute to
Motivate, Support and Recognize Talents) is a private,
non-profit entity that grants scholarships to low-income
talents between 12 and 15 years of age. In 2017,
through Fundação Via Varejo, the company contributed
to the education of 399 young adults.
Teto – Organization focused on community
development in underprivileged regions, promoting
joint actions with the local population and young
volunteers to build houses. In 2017, through Fundação
Via Varejo, 12 houses were built, directly benefitting
the lives of 59 residents in communities of Rio de
Janeiro and Bahia. Sixty-eight employees of Via Varejo
participated as volunteers in these activities.
Amanda Ferreira,
Sustainability
analyst

ReciclaLab
at DC 1200,
Jundiaí (SP)

ReciclaLab – Activities aimed at the cooperative
workers acting as partners of Varejo’s operations
(read more in the Environment section).
Social Consumption – The initiative was
jointly developed by the Marketing
committee and Fundação Via Varejo,
also in partnership with the website
Catraca Livre (read more in the
Customers section).

Projects with support terminated
in 2017: Yunus Negócios Sociais,
Solar Ear, F123, Habitat, Festa
da Literatura Periférica (Flupp)
and Aprender e Transformar.
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COMMUNICATION
CHANNELS
CUSTOMERS AND CONSUMERS

Casas Bahia Customer Support: Physical stores (+55 11) 3003 8889
Virtual store (+55 11) 4003-4336
Chat Casas Bahia:
http://institucional.casasbahia.com.br/fale-conosco
Customer Service Pontofrio: (+55 11) 4002 3388
Chat Pontofrio: http://institucional.pontofrio.com.br/fale-conosco

SOCIETY

Via Varejo Institutional and External Communication
Management: imprensa@viavarejo.com.br
Ombudsman: 0800 774 3000 and
Email: ouvidoria@viavarejo.com.br

SHAREHOLDERS

Investor Relations Department:
ri@viavarejo.com.br or (+55 11) 4225 8650 and (+55 11) 4225 9319
VIA VAREJO HEADQUARTERS
Rua João Pessoa, nº 83 – São Caetano do Sul (SP)
CEP 09520-010
(+55 11) 4225-6000

CORPORATE INFORMATION
CREDITS
General Coordination
HR and Sustainability Department and
Sustainability and Social Investment
Management
Corporate Communication and Culture
Department
Investor Relations Department
Text, editing and proofreading
Quintal 22
Translation
Gotcha! Idiomas
Graphic design and layout
Adesign
Photos
Gustavo Ribeiro, Zô Guimarães and
Via Varejo image banks
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